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Employee  Assistance  Programs: 

An  Introduction        >«*» 

A  transformation  is  occurring  in  today's  work- 
place. Employers  are  recognizing  the  value  of 
their  "human  capital"  —  their  employees. 
Management  efforts  to  improve  workforce  pro- 
ductivity now  include  a  focus  on  fostering  a  bet- 
ter working  environment.  Employers  have 
realized  that  people  are  the  primary  contributors 
to  successful  work  outcomes.  Modern  equipment 
and  sophisticated  technology  are  necessary  and 
important,  but  their  effectiveness  hinges  on  the 
energy  and  skills  of  the  employees  who  use  them. 
It  is  essential  that  employers  pay  careful  atten- 
tion to  the  people  who  work  for  them.  What  do 
they  need  to  perform  their  jobs  well? 

The  answer  to  this  question  may  involve  jobs 
skills  training,  adequate  benefit  programs,  or 
greater  participation  in  management  decision- 
making. But  sometimes  there  are  personal  issues 
that  affect  an  individual's  job  performance. 
Problems  in  an  employee's  life,  on  or  off  the  job, 
may  interfere  with  doing  the  job  well.  Perhaps  a 
divorce  has  occurred,  or  a  child  has  become 
seriously  ill.  Or  additional  financial  burdens  have 
placed  tremendous  stress  on  an  employee.  Some- 
times, these  major  problems  can  pose  an  insur- 
mountable obstacle  to  doing  the  job  well.  The 
employee  brings  the  problem  to  work  and  may 
not  be  able  to  function  effectively. 

Instead  of  dismissing  these  external  problems 
as  irrelevant  to  the  employee's  performance  on 
the  job,  as  they  once  did,  employers  now  under- 
stand the  importance  of  assisting  their  workers 
to  resolve  their  personal  issues.  A  caring  work 
environment,  and  a  healthy  workforce  —  both 
physically    and    emotionally    healthy    —    are 


recognized  as  key  components  of  overall  success 
I       in  the  workplace. 

Employee  Assistance  Programs  (EAPs)  have 
developed  to  provide  employees  with  an  oppor- 
tunity to  resolve  problems  that  may  be  affecting 
their  job  performance.  Staffed  by  trained  profes- 
sionals, EAPs  offer  confidential  assessment  and 
referral  services.  Employee  assistance  programs 
are  a  resource  for  troubled  employees,  providing 
them  with  a  place  to  discuss  their  problems  and 
then  directing  them  to  those  services  in  the  com- 
munity that  can  best  assist  them  with  their  par- 
ticular issues.  Problems  such  as  family  and  rela- 
tionship issues,  emotional  stress,  personal  crises 
and  alcohol  or  other  substance  abuse  are  typical 
of  those  brought  to  EAPs. 

Confidentiality  is  a  critically  important  feature 
of  employee  assistance  programs.  An  employee 
is  assured  that  no  one  in  the  workplace  will  be  in- 
formed of  the  phone  call,  the  visit,  or  any  follow- 
up  services. 

In  addition  to  problem  assessment  and  referral 
to  community  resources,  employee  assistance 
programs  include  a  wide  range  of  services  such 
as: 

*  orientation  for  employees  about  the  pro- 
gram 

*  response  to  telephone  inquiries  about 
the  program 

*  case  management  and  follow-up 

*  crisis  services 

*  training  and  consultation  for  super- 
visors, managers,  union  representatives 
and  human  resource  professionals 

*  outreach  activities  to  publicize  the  pro- 
gram 

*  preventive  education  programs  about 
common  problems 


By  providing  employees  with  a  confidential 
resource  to  resolve  personal  problems,  employee 
assistance  programs  promote  self-help  and  may 
prevent  work  performance  from  deteriorating  as 
the  result  of  a  problem.  EAPs  thus  assist  an 
employer  to  retain  capable,  healthy  employees 
who  might  otherwise  have  been  forced  to  leave 
their  jobs. 

Sometimes,  however,  personal  problems  are 
not  detected  or  attended  to  early  enough,  and 
poor  job  performance  becomes  a  documented 
issue.  In  this  situation,  an  employee  can  be  re- 
ferred to  an  EAP  by  a  supervisor  or  manager  as 
part  of  a  corrective  strategy.  EAP  staff  assess 
the  employee's  situation  and  refer  to  other 
resources  as  appropriate.  By  assisting  the  em- 
ployee to  resolve  the  personal  problem  and  cor- 
rect the  poor  performance,  the  EAP  again  con- 
tributes to  retention  of  qualified  staff. 


Cost  Effectiveness  of  EAPs 

Productivity  researchers  estimate  that  18  per- 
cent of  any  work  population  is  working  at  only  75 
percent  capacity.  The  lost  25  percent  represents 
the  following  direct  costs: 


*  absenteeism 

*  paid  sick  time 

*  accidents 


*  bad  business 
decisions 

*  turnover 


*  increased  health 
benefit  claims 

*  workers  compensation 
claims 

*  early  retirement 

Additional,  though  less  tangible  costs  of  poorly 
performing  employees  include: 

*  decreased  morale 

*  loss  of  management 
and  supervisory  time 

Employee  assistance  programs  are  designed  to 
reduce  these  costs  by  providing  a  confidential 
mechanism  for  employees  to  resolve  their  per- 
sonal problems  and  relieve  the  pressure  that  may 
have  contributed  to  decreased  productivity. 

Measures  of  employee  assistance  program  suc- 
cess that  have  been  cited  in  industry  include 
lower  absenteeism  rates,  fewer  lost  production 
days  and  decreased  health  and  disability  benefit 
claims. 

The  Human  Resource  Group,  a  national  EAP 
consulting  firm,  substantiated  from  their  re- 
search a  $5.80  return  in  absenteeism,  recruiting 
and   training  costs  and  medical  benefits,   for 


every  $1.00  spent  on  EAPs.  By  1984,  sixty  per- 
cent of  the  organizations  listed  in  the  "Fortune 
500"  had  employee  assistance  programs  —  fur- 
ther evidence  of  the  programs'  effectiveness. 


The  Massachusetts  Employee 
Assistance  Program 

As  an  employer,  Massachusetts  state  govern- 
ment is  committed  to  promoting  and  retaining  a 
capable,  healthy  workforce.  The  Department  of 
Personnel  Administration  is  charged  with 
establishing  responsive  and  effective  human 
resource  management  programs.  While  max- 
imizing state  workforce  productivity  and  con- 
trolling costs  are  important  goals  of  these  pro- 
grams, equal  emphasis  is  placed  on  developing  a 
work  environment  that  is  attentive  to  the  needs 
of  employees.  The  Massachusetts  Employee 
Assistance  Program  (MEAP)  is  a  tangible  result 
of  the  value  placed  on  improving  the  quality  of 
worklife  for  Massachusetts  state  employees. 

The  Massachusetts  Employee  Assistance  Pro- 
gram was  created  by  legislation  in  1978.  The  law 
charged  the  Personnel  Administrator  to  conduct 
an  employee  assistance  program  for  those 
employees  whose  job  performance  was  being  af- 
fected by  a  broad  range  of  personal  problems. 
The  Department  of  Personnel  Administration 
structured  the  program  to  consist  of  contracted 
vendor  services  that  would  be  available  to  state 
employees  and  their  family  members.  Family 
members  were  included  for  MEAP  eligibility  be- 
cause they  are  often  involved  in  the  personal 
problems  that  affect  an  employee's  job  perform- 
ance. 

The  underlying  principles  of  the  Massachusetts 
Employee  Assistance  Program  are: 

*  providing  state  employees  and  their 
families  with  confidential  resources  to 
assist  them  in  resolving  a  wide  range  of 
personal  problems; 

*  reducing  unnecessary  absenteeism,  cost- 
ly staff  turnover  and  containing  health 
care  costs  through  the  promotion  of  a 
healthy  workforce;  and 

*  reducing  health  insurance  claims  and 
sick  benefit  payments  through  early 
problem  detection  and  intervention. 


During  fiscal  year  1985,  the  five  Massachusetts 
Employee  Assistance  Program  vendors  covered 
over  18,000  state  employees.  As  previously 
discussed,  FY'85  was  the  start-up  year  for  all  of 
the  programs  except  one,  and  was  actually  only  a 
nine-month  year.  Thus  the  heavy  emphasis  on 
planning,  outreach  and  education  demanded 
most  of  the  MEAP  staffs  time. 

The  programs  received  a  total  of  457  inquiry 
calls  that  generated  241  documented  cases.  This 
constitutes  a  2.5%  "penetration  rate,"  a  term 
used  by  experts  in  the  employee  assistance  field 
to  describe  the  extent  to  which  the  program 
reaches  the  target  population. 


Primary  Services  Provided 

Of  the  241  cases  documented  by  the  Massachu- 
setts Employee  Assistance  Program  during 
fiscal  year  1985,  53  percent  of  the  users  were 


women  and  47  percent  were  men.  Minority 
group  members  comprised  18  percent  of  the  in- 
dividuals seen.  The  majority  of  those  who  con- 
tacted the  program  did  so  on  their  own;  75  per- 
cent of  the  cases  were  self -referred,  while  13  per- 
cent were  referred  by  their  supervisors.  Other 
referral  sources  included  human  resources 
departments,  unions  and  on-site  nurses. 

One  component  of  employee  assistance  pro- 
grams is  referral  to  appropriate  community 
resources.  During  fiscal  year  1985,  81  percent  of 
the  documented  cases  were  referred  to  other 
community  services  after  assessment  through 
the  Massachusetts  Employee  Assistance  Pro- 
gram. 

Table  2  displays  further  information  about  the 
individuals  seen  and  problems  addressed  by  the 
Massachusetts  Employee  Assistance  Program 
during  FY'85.  These  figures  represent  all  per- 
sons using  the  services:  state  employees  and 
their  family  members. 


TABLE  2 
FY'85  MEAP  UTILIZATION  DATA 


AGE  GROUP  DISTRIBUTION  OF  PERSONS 
CONTACTING  MEAP  FY'85 


31  to  40 
21  to  30 
41  to  50 
51  to  60 
0  to  20 
over  61 


41% 
29% 
11% 
11% 
4% 
3% 


JOB  CLASSIFICATION  OF  STATE 
EMPLOYEES  CONTACTING  MEAP  FY'85 

Professional/Technical  37% 

Clerical/secretarial  27% 

Manager/supervisory  8% 

Skilled  7% 

Unskilled  4% 
family  members  were  not  classifed 


MOST  COMMON  PROBLEM  AREA  OF 
PERSONS  CONTACTING  MEAP  FY'85 

emotional/psychological  24% 

alcoholism  only  18% 

family/marital  17% 

legal  11% 


imately  $200,000  was  expended  during  FY'85  to 
fund  these  programs. 

The  Massachusetts  Employee  Assistance  Pro- 
gram's growth  in  1985  was  only  the  beginning  of 
the  major  expansion  planned  for  successive  fiscal 
years.  During  fiscal  year  1986, 18,000  more  state 
employees  and  their  families  in  nine  additional 
geographic  areas  will  be  covered  by  MEAP.  The 
goal  is  to  provide  access  to  the  Massachusetts 
Employee  Assistance  Program  for  every  Massa- 
chusetts state  employee  and  his  or  her  family  by 
the  end  of  the  decade. 

An  interim  strategy  was  implemented  during 
1985  to  fill  in  the  gap  until  the  goal  of  full 
statewide  coverage  is  achieved.  An  information 
and  referral  service  for  all  state  employees,  in- 
cluding those  not  yet  covered  by  MEAP,  was  in- 
stituted through  a  contract  with  McLean  Hos- 
pital. This  service  consists  of  a  local  Boston  tele- 
phone number  and  a  statewide  toll-free  "800" 
number  for  those  outside  the  Boston  area.  Pro- 
fessional staff  respond  to  the  phone  calls  and 
make  referrals  to  community  agencies.  Now, 
confidential  resources  are  available  to  anyone  in 
the  state  system  who  needs  help  with  a  problem. 


FY'85  MEAP  Activities 

Due  to  the  state  contracting  cycle,  fiscal  year 
1985  was  a  nine-month  year  for  all  of  the  MEAP 
vendors  except  the  McLean  Hospital/Boston  site. 
During  this  initial,  abbreviated  year,  vendors  em- 
phasized planning,  coordination,  and  outreach 
activities  while  still  providing  primary  assess- 
ment and  referral  services. 

MEAP  vendors  recognize  the  importance  of 
working  closely  with  the  state  facilities  they 
serve.  Coordination  is  essential  to  ensure  that 
staff  are  made  aware  of  MEAP  services  and  how 
to  access  them.  Designated  agency  liaisons  are 
the  key  communicators  who  represent  their 
organizations'  needs  and  concerns  to  the  MEAP 
vendors  so  that  service  can  be  appropriately 
tailored.  The  coordination  process  began  at  in- 
itial kick-off  meetings  held  by  each  vendor  to  for- 
mally announce  the  program  and  introduce  pro- 
gram staff. 


The  kick-off  meetings  were  followed  by  gener- 
al orientation  sessions  open  to  all  employees  at 
the  state  agencies  covered;  training  sessions 
were  then  conducted  for  managers,  supervisors 
and  union  representatives  on  the  features  and 
benefits  of  the  Massachusetts  Employee  Assis- 
tance Program. 

Vendor  programs  used  a  variety  of  strategies 
to  publicize  MEAP  services.  Posters,  brochures, 
newsletters  and  wallet  cards  were  widely  dis- 
tributed, and  increased  the  visibility  of  the  pro- 
grams. All  of  these  materials  described  MEAP 
services,  stressed  confidentiality  and  listed  ap- 
propriate contact  telephone  numbers. 

One  vendor  developed  a  series  of  brochures  for 
supervisors  that  described  how  they  could  iden- 
tify and  correct  potential  performance  problems 
among  their  employees.  Quarterly  newsletters 
published  by  another  vendor  included  a  series  of 
articles  about  stress  and  how  to  cope  with  it.  By 
providing  such  useful  and  relevant  information, 
MEAP  became  familiar  to  employees  as  a  valu- 
able resource  to  be  consulted.  Several  vendors 
also  held  special  interest  programs  on  a  variety 
of  topics  such  as  job  burnout,  smoking  cessation 
and  stress  management.  These  programs  were 
reported  to  be  successful  in  generating  increased 
employee  self-referral  for  services,  because  they 
introduced  the  Employee  Assistance  Program  in 
a  useful,  non-threatening  manner. 

All  of  these  outreach  activities  contributed  to 
MEAP's  overall  goal  of  promoting  a  healthy 
workforce  by  making  employees  more  aware  of 
problems  and  strategies  for  resolving  them. 


MEAP  Service  Statistics 

MEAP  services  are  provided  over  a  three-year 
contract  cycle.  During  the  initial,  start-up  year, 
secondary  services  such  as  outreach  and  educa- 
tion are  emphasized.  As  the  programs  move  into 
their  second  year,  there  is  equal  emphasis  on 
primary  services  (assessment  and  referral)  and 
secondary  services  —  a  "50-50"  split  is  achieved. 
By  the  third  year,  the  programs  focus  most  of 
their  efforts  on  primary  services. 


MEAP  Services 

Massachusetts  Employee  Assistance  Program 
services  are  provided  to  state  employees  and 
their  family  members  by  private,  EAP  vendors 
located  in  various  geographic  locations 
throughout  the  state.  Two  types  of  services  are 
provided.  Primary  services  are  those  which  are 
offered  directly  to  the  state  employee  or  family 
member  who  contacts  MEAP:  inquiry,  assess- 
ment, referral,  case  management  and  follow-up 
on  referrals.  Additionally,  each  MEAP  vendor 
maintains  a  24-hour,  7-day  a  week  crisis  phone 
response  capacity.  This  crisis  phone  capacity 
enables  state  employees  and  their  families  to  call 
for  help  at  any  time.  Since  many  state  employees 
work  in  settings  that  operate  on  a  round-the- 
clock  basis,  this  24-hour  phone  line  ensures  that 
they,  too,  can  receive  help  when  they  need  it. 

In  order  for  these  primary  services  to  be  suc- 
cessful, employees  must  be  familiar  with  the 
services  that  are  available  and  how  they  work. 
Supervisory  and  related  personnel  need  to 
understand  how  the  employee  assistance  pro- 
gram can  be  used  as  a  management  tool. 

To  fulfill  this  educational  commitment,  MEAP 
secondary  services  are:  (1)  orientation,  consulta- 
tion, and  training  sessions  for  managers,  super- 
visors, human  resource  development  profes- 
sionals, union  representatives,  employees  and 
their  families;  and  (2)  outreach  activities  to  in- 
crease awareness  of  and  provide  information 
about  employee  assistance  program  services. 


History  of  MEAP 

The  Massachusetts  Employee  Assistance  Pro- 
gram first  became  available  to  state  employees 
and  their  families  in  1978.  The  McLean  Hospital 
Employee  Assistance  Program  was  contracted 
in  that  year  to  provide  employee  assistance  pro- 
gram services  to  those  state  employees  in  the 
Government  Center  area  of  Boston.  Funding 
was  shared  between  the  Department  of  Person- 
nel Administration  and  the  Department  of  Public 
Health.  This  initial  program  constituted  the 
Massachusetts  Employee  Assistance  Program 
until  FY'85. 

Fiscal  year  1985  represented  a  tremendous  ex- 
pansion for  the  Massachusetts  Employee 
Assistance  Program.  A  new  administration  and 
new  leadership  at  the  Department  of  Personnel 
Administration  renewed  the  commitment  to  pro- 
moting a  caring  work  environment  for  state 
workers  and  worked  with  the  legislature  to  pro- 
vide funding  for  additional  services.  MEAP 
coverage  was  expanded  in  FY'85  from  7,400  to 
18,000  employees  and  their  family  members  in 
the  Commonwealth.  Reaching  across  all  branches 
of  state  government,  coverage  was  extended 
during  FY'85  to  members  of  the  General  Court 
and  their  families,  as  well  as  to  legislative  staff 
and  their  families.  Only  one  other  state  in  the 
country  provides  such  extensive  state  govern- 
ment employee  assistance  coverage. 

Scope  of  Services 

Table  1  lists  the  current  MEAP  vendors  and 
the  employee  populations  they  serve.  Approx- 


PROGRAM 


TABLE  1 
1985  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAMS 

NUMBER  OF  STATE    NUMBER  OF  EMPLOYEES 
INSTALLATIONS  ELIGIBLE 

AREA  SERVED  SERVED  FOR  SERVS. 


The  Employee  Assistance 
Program,  Inc. 

Health  and  Development 
Associates 

Longview  Associates,  Inc. 
McLean  Hospital 


Moore,  Daniel  and 
Frauenhofer/Psycho- 
logical  Associates 


Brockton 
Taunton 

Greater  Lowell 


Greater  Springfield 

Boston/Gov't.  Center 

Lynn 

Salem 

Jamaica  Plain 


10 
9 


42 

40 

6 
7 
2 


917 
911 

1,433 

3,166 

9,452 
187 
919 

1,013 


In  the  most  common  problem  area,  "emotional/ 
psychological,"  typical  issues  involved  job- 
induced  stress,  depression  and  anxiety,  and  prob- 
lems related  to  food  and  eating  habits.  Family/ 
marital  problems  pertained  to  parenting,  reac- 
tion to  divorce  or  separation,  and  substance 
abuse  by  family  members.  It  is  interesting  to 
note  that  individuals  of  all  ages  and  employees  at 
all  job  levels  within  state  government  made  use 
of  MEAP  services.  Clearly,  the  program  served  a 
broad  spectrum  of  needs. 


Future  Challenges 

The  goals  of  the  Massachusetts  Employee 
Assistance  Program  are  ambitious.  Promoting  a 
healthy  workforce  and  the  retention  of  capable 
state  employees,  while  containing  health  care 
costs,  cannot  be  accomplished  overnight.  After 
seven  years,  the  program  has  experienced 
tremendous  growth.  The  challenge  is  to  channel 
the  momentum  of  that  growth  toward  increasing 
MEAP's  visibility  and  credibility  as  a  useful 
resource  for  Massachusetts  state  employees  and 
their  families. 

Employees  need  to  be  aware  of  and  comfor- 
table with  MEAP  services,  yet  remain  assured  of 
their  confidentiality.  MEAP  staff  need  to 
demonstrate  a  thorough  understanding  of  state 
employment,  yet  maintain  their  status  as  being 
outside  "the  system." 

Current  MEAP  vendors  need  to  increase  their 
primary  services  while  maintaining  their  high 
visibility  through  continued  outreach  and  educa- 
tion. New  programs  will  face  the  challenge  of 
building  their  service  networks  among  the 
populations  they  serve.  A  statewide  resource 
bank  for  all  MEAP  vendors,  providing  support 
and  information,  is  an  exciting  prospect. 

The  Massachusetts  Employee  Assistance  Pro- 
gram can  make  a  real  and  tangible  difference  to 
individual  employees.  The  services  provided  can 
assist  a  troubled  worker  make  the  necessary  ad- 
justments to  alleviate  the  problem  and  resume  a 
productive  life  both  on  and  off  the  job.  Multiplied 
many  times  over,  this  helping  process  —  and  the 
education  that  accompanies  it  —  will  enable  Mas- 
sachusetts state  government  to  retain  a 
healthier,  more  productive  workforce.  But  this 
large-scale  success  will  be  built  on  the  im- 
provements in  individual  lives  of  Commonwealth 


citizens.  The  continued  development  of  the 
Massachusetts  Employee  Assistance  Program 
tangibly  demonstrates  Massachusetts  state 
government's  outstanding  commitment  to  the 
people  who  make  it  work. 


For  more  information,  contact: 

THE  MASSACHUSETTS  EMPLOYEE 

ASSISTANCE  PROGRAM 

DEPARTMENT  OF  PERSONNEL 

ADMINISTRATION 

ONE  ASHBURTON  PLACE,  ROOM  301 

BOSTON,  MASSACHUSETTS  02108 

727-8097 


IN  BOSTON  367-6960 

OUTSIDE  METROPOLITAN  BOSTON 

1-800-842-2248 

Monday  to  Friday 


8:30  am  to  5:00  pm 
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THE  VALUE  OF  HUMAN  CAPITAL 

The  Massachusetts  success  story  i£/jw$fl§ 
throughout  the  United  States.  The  state's  ttar 
economy  is  a  testimonial  to  the  quality  and  ae 
tion    of    our    workforce,    the    true    "spirit 
Massachusetts." 

Massachusetts  state  employees  are  an  integral  part 
of  the  Massachusetts  renaissance.  They  are  state 
government's  most  valuable  asset.  Acknowledging 
the  importance  of  its  employees,  Massachusetts  state 
government  has  established  a  number  of  human 
resource  management  programs  that  contribute  to 
a  capable  and  healthy  workforce.  These  programs 
reflect  Massachusetts  state  government's  active  com- 
mitment to  promoting  a  caring  work  environment 
and  improving  the  quality  of  work  life  for  state 
employees. 

THE  MASSACHUSETTS  EMPLOYEE 
ASSISTANCE  PROGRAM 

The  Massachusetts  Employee  Assistance  Program 
(MEAP)  is  one  example  of  Massachusetts  state 
government's  efforts  to  support  state  employees. 
MEAP  was  created  to  provide  state  employees  and 
their  families  with  an  opportunity  to  identify  poten- 
tial problems  and  prevent  them  from  becoming  ma- 
jor obstacles  in  their  work  and  personal  lives.  The 
program  also  helps  employees  and  their  families 
resolve  personal  problems  that  may  already  be  af- 
fecting their  performance  both  on  and  off  the  job. 
MEAP  is  the  result  of  state  government's  recogni- 
tion that  emotional  health  is  a  key  component  of 
success  at  work. 

The  Massachusetts  Employee  Assistance  Program 
was  created  by  legislation  in  1978.  The  law  charged 
the  Personnel  Administrator  to  conduct  an  employee 
assistance  program  for  those  employees  whose  job 
performance  was  being  affected  by  a  broad  range 
of  personal  problems.  The  Department  of  Person- 
nel Administration,  working  with  union  represen- 
tatives from  across  state  government,  structured  the 
program  to  consist  of  contracted  vendor  services  that 
would  be  available  to  state  employees  and  their 
family  members.  Family  members  were  included  for 
MEAP  eligibility  because  they  are  often  involved  in 
the  personal  problems  that  affect  an  employee's  job 
performance. 

The  Massachusetts  Employee  Assistance  Program 
is  a  resource  for  employees  and  families,  providing 
them  with  a  place  to  discuss  their  concerns  and  prob- 
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lems  with  qualified  professionals,  and  then  direc- 
ting them  to  those  services  in  the  community  that 
Massacfl9So!pfst  assist  them  with  their  particular  issues. 
Codvl  T"£*unclerlying  principles  of  the  Massachusetts 
^Employee  Assistance  Program  are: 

•  supporting  Massachusetts  state  employees  by 
being  responsive  to  their  needs  and  com- 
municating that  state  government  is  concerned 
about  them  as  individuals; 

•  providing  state  employees  and  their  families 
with  confidential  resources  on  a  voluntary 
basis  to  help  them  help  themselves  in  resolving 
a  wide  range  of  personal  problems;  and 

•  increasing  state  workforce  productivity  by  pro- 
moting healthier  employees,  and  by  reducing 
costly  absenteeism  and  turnover. 

MEAP  SERVICES 

Massachusetts  Employee  Assistance  Program  ser- 
vices are  provided  to  state  employees  and  their  family 
members  by  private,  EAP  vendors  located  in  various 
geographic  locations  throughout  the  state.  Two  types 
of  services  are  provided.  Primary  services  are  those 
which  are  offered  directly  to  the  state  employee  or 
family  member  who  contacts  MEAP:  inquiry,  assess- 
ment, referral,  case  management  and  follow-up  on 
referrals.  Additionally,  each  MEAP  vendor  main- 
tains a  24-hour,  7-day  a  week  crisis  phone  response 
capacity.  This  crisis  phone  capacity  enables  state 
employees  and  their  families  to  call  for  help  at  any 
time.  Since  many  state  employees  work  in  settings 
that  operate  on  a  round-the-clock  basis,  this  24-hour 
phone  line  ensures  that  they,  too,  can  receive  help 
when  they  need  it. 

Assistance  is  available  for  a  variety  of  issues  in- 
cluding stress,  drug  and  alcohol  problems,  legal  or 
financial  troubles,  job  burn-out,  and  family  or  rela- 
tionship issues.  Services  are  provided  by  MEAP 
counselors  who  are  social  workers,  psychologists  and 
other  trained  professionals.  The  counselors  are  not 
state  employees.  Problem  assessment  and  short-term 
counseling  are  provided  to  employees  and/or  family 
members  for  a  maximum  of  four  sessions. 

Referral  to  appropriate  and  accessible  services  in 
the  community  is  an  important  aspect  of  MEAP  ser- 
vices. Referrals  may  be  made  after  the  initial  con- 
tact, or  at  any  point  in  the  assessment  or  short-term 
counseling  process,  depending  upon  the  individual 
case.  MEAP  counselors  provide  follow-up  after 
referrals  to  ensure  that  the  employee's  or  family 


member's  needs  are  being  met. 

MEAP  vendors  devote  a  great  deal  of  time  and 
energy  to  developing  their  referral  networks.  Com- 
petent, caring  and  personable  professionals  from  a 
variety  of  fields  are  sought,  whose  philosophies  are 
consistent  with  that  of  our  program.  The  result  is 
a  statewide  system  of  qualified  professionals  who 
stand  ready  to  provide  state  employees  and  their 
families  with  state  of  the  art  services. 

In  order  for  these  primary  services  to  be  suc- 
cessful, employees  must  be  familiar  with  the  services 
that  are  available  and  how  they  work.  Supervisory 
and  related  personnel  need  to  understand  how  the 
employee  assistance  program  can  be  used  as  a 
management  tool. 

To  fulfill  this  educational  commitment,  MEAP 
secondary  services  are:  (1)  orientation,  consultation, 
and  training  sessions  for  managers,  supervisors, 
human  resource  development  professionals,  union 
representatives,  employees  and  their  families;  and 
(2)  outreach  activities  to  increase  awareness  of  and 
provide  information  about  employee  assistance  pro- 
gram services. 

HISTORY  OF  MEAP 

The  Massachusetts  Employee  Assistance  Program 
first  became  available  to  state  employees  and  their 
families  in  1978.  The  McLean  Hospital  Employee 
Assistance  Program  was  contracted  in  that  year  to 
provide  employee  assistance  program  services  to 
those  state  employees  in  the  Government  Center 
area  of  Boston.  Funding  was  shared  between  the 
Department  of  Personnel  Administration  and  the 
Department  of  Public  Health.  This  initial  program 
constituted  the  Massachusetts  Employee  Assistance 
Program  until  FY '85. 

Fiscal  year  1985  represented  a  tremendous  expan- 
sion for  the  Massachusetts  Employee  Assistance  Pro- 
gram. A  new  administration  and  new  leadership  at 
the  Department  of  Personnel  Administration  renew- 
ed the  commitment  to  promoting  a  caring  work  en- 
vironment for  state  workers  and  worked  with  the 
legislature  to  provide  funding  for  additional  services. 
MEAP  coverage  was  expanded  in  FY '85  from  7,400 
to  18,000  employees  and  their  family  members  in 
the  Commonwealth.  Reaching  across  all  branches 
of  state  government,  coverage  was  extended  during 
FY '85  to  members  of  the  General  Court  and  their 
families,  as  well  as  to  legislative  staff  and  their 
families. 

During  FY '86,  MEAP  service  capacity  doubled. 
Over  18,000  additional  state  employees  and  their 
families  became  eligible  for  services  in  nine  more 
geographic  areas,  bringing  the  total  number  of 
employees  to  37,781. 

Included  in  the  MEAP  coverage  are  nineteen  state 
colleges  and  universities,  70  courts,  two-thirds  of  the 
Executive  Branch,  and  a  variety  of  elected  and  con- 
stitutional offices.  Only  one  other  state  in  the 
country  provides  such  extensive  state  government 
employee  assistance  coverage. 


The  goal  is  to  provide  access  to  the  Massachusetts 
Employee  Assistance  Program  for  every 
Massachusetts  state  employee  and  his  or  her  family 
before  the  end  of  the  decade. 

An  interim  strategy  was  implemented  during  1985 
to  fill  in  the  gap  until  the  goal  of  full,  statewide 
coverage  is  achieved.  An  information  and  referral 
service  for  all  state  employees,  including  those  not 
yet  covered  by  MEAP,  was  instituted  through  a  con- 
tract with  McLean  Hospital  Employee  Assistance 
Program  Services.  This  service  consists  of  a  local 
Boston  telephone  number  and  a  statewide  toll-free 
"800"  number  for  those  outside  the  Boston  area.  Pro- 
fessional staff  respond  to  the  calls  received  and  make 
referrals  to  community  agencies.  Now,  confidential 
resources  are  available  to  anyone  in  the  state  system 
who  needs  help  with  a  problem.  During  fiscal  year 
1986,  234  calls  were  received  by  the  Information  and 
Referral  Service. 

SCOPE  OF  SERVICES 

Table  1  lists  the  current  MEAP  vendors,  the 
employee  populations  they  serve,  and  the  year  that 
each  vendor  began  providing  services  to  the  area  in- 
dicated. Five  vendors  provided  services  for  the  sec- 
ond year;  FY '86  was  the  start-up  year  for  four  ad- 
ditional vendors.  Due  to  the  state  contracting  cycle, 
these  four  new  vendors  provided  services  for  only 
eight  months  instead  of  a  full  year. 

Approximately  $500,000  was  expended  during 
fiscal  year  1986  to  fund  MEAP  services.  Funding 
for  the  program  was  administered  by  the  Depart- 
ment of  Personnel  Administration  and  partially  pro- 
vided by  the  Massachusetts  Group  Insurance 
Commission. 

MEAP  SERVICE  STATISTICS 

MEAP  services  are  provided  over  a  three-year 
contract  cycle.  During  the  initial,  start-up  year, 
secondary  services  such  as  outreach  and  education 
are  emphasized.  As  the  programs  move  into  their 
second  year,  there  is  equal  emphasis  on  primary  ser- 
vices (assessment  and  referral)  and  secondary 
services  — a  "50-50"  split  is  achieved.  By  the  third 
year,  the  programs  focus  most  of  their  efforts  on 
primary  services.  The  fiscal  year  1986  service 
statistics  reflect  the  mix  of  first-  and  second-year  ser- 
vice provision  noted  above. 

During  FY '86,  the  nine  Massachusetts  Employee 
Assistance  Program  vendors  covered  close  to  38,000 
state  employees.  The  programs  received  a  total  of 
1,572  inquiry  calls  that  generated  791  documented 
cases.  This  constitutes  a  4.2%  "penetration  rate", 
a  term  used  by  experts  in  the  employee  assistance 
field  to  describe  the  extent  to  which  the  program 
reaches  the  target  population.  This  penetration  rate 
is  an  increase  of  1.7%  over  FY '85. 

PRIMARY  SERVICES  PROVIDED 

Of  the  791  cases  documented  by  the  Massachusetts 
Employee  Assistance  Program  during  Fiscal  Year 


FY  '86  MEAP  ACTIVITY 

The  tremendous  expansion  of  MEAP  services  dur- 
ing Fiscal  Year  1986  required  close  coordination  with 
state  agencies.  The  efforts  of  the  Board  of  Regents, 
the  Executive  Office  of  Human  Services,  the  Office 
of  Employee  Relations,  and  the  Office  of  the  Chief 
Administrative  Justice,  all  contributed  to  successful 
program  expansion.  Closer  coordination  with  those 
agencies  covered  by  MEAP  was  also  achieved. 

Increased  centralized  support  from  the  Depart- 
ment of  Personnel  Administration  was  provided  dur- 
ing FY '86.  A  primary  objective  was  to  develop  an 
integrated  program  identity  for  the  Massachusetts 
Employee  Assistance  Program.  Because  services  are 
provided  by  individual  vendor  organizations  in 
disparate  locations,  there  was  a  perceived  need  to 
promote  a  centralized,  statewide  identity. 

Significant  FY '86  achievements  are  summarized 
in  three  major  areas:  Program  Identity,  Program 
Outreach,  and  State  Agency  Coordination. 

Program  Identity 

•  Production  of  a  videotape  interview  about  EAPs 
with  Psychologist  Tom  Cottle  by  McLean 
Hospital  EAP. 

•  Distribution  of  the  Fiscal  Year  1985  MEAP  An- 
nual Report  throughout  state  government.  In  ad- 
dition to  describing  MEAP  services  and  statistics 
for  the  fiscal  year,  the  Annual  Report  provided 
an  introduction  to  the  concept  of  employee 
assistance  programs  and  served  to  educate  state 
employees  about  the  program.  Many  agencies  call- 
ed to  request  additional  copies  of  the  Report,  and 
vendors  reported  an  upswing  in  contacts  after 
distribution. 

•  Production  of  MEAP  vendor  brochures  for 
distribution  to  covered  employee  populations. 

•  Development  and  distribution  of  a  MEAP 
Philosophy  Statement  which  summarizes  the  con- 
ceptual basis  of  the  program.  The  Philosophy 
Statement  strongly  asserts  MEAP's  focus  as  a 
preventive,  wellness-oriented  program,  rather  than 
as  a  corrective,  illness-oriented  service. 

•  Development  of  MEAP  Guidelines,  distributed  to 
all  vendors  to  ensure  policy  consistency. 


•  Production  and  distribution  of  quarterly  Data 
Reports,  documenting  statewide  service  provision. 

•  Production  of  a  MEAP  brochure  for  statewide 
distribution. 

•  Formation  of  a  vendor's  forum,  which  meets  mon- 
thly to  discuss  service  provision  issues  and  resolve 
inconsistencies. 

Program  Outreach 

•  Film  series  and  seminars  on  adult  children  of 
alcoholics  sponsored  by  Bay  Colony  Health 
Services. 

•  Participation  in  a  series  of  Health  Fairs  sponsored 
by  the  Group  Insurance  Commission. 

•  Follow-up  orientation  sessions  held  for  state 
employees  covered  for  the  second  year  by  Moore, 
Daniel  and  Frauenhofer. 

•  Sponsorship  with  the  Office  of  Employee  Rela- 
tions of  a  major  conference  attended  by  250  state 
managers,  entitled  "WORKING  FOR  YOU: 
LIFESTYLE  OPPORTUNITIES  FOR  STATE 
EMPLOYEES."  Three  of  the  nine  conference 
workshops  were  about  MEAP. 

•  Seminars  on  topics  such  as  women's  issues,  stress 
management,  anger  in  the  workplace,  and  man- 
aging holiday  depression  provided  by  all  vendors. 

•  Distribution  of  an  Information  and  Referral  Ser- 
vice brochure  to  40,000  Executive  Branch 
employees,  prompting  increased  usage  of  the 
service. 

•  Production  and  distribution  of  MEAP  promo- 
tional materials,  including  pens,  note  pads, 
stickers  and  brochures. 

•  Publication  of  articles  about  MEAP  in  national 
newsletters  such  as  those  published  by  the  Na- 
tional Association  of  State  Personnel  Executives 
and  State  Training  and  Development  Directors. 
A  news  release  about  MEAP  was  sent  to  125 
towns  and  community  newspapers  throughout 
Massachusetts.  Articles  also  appeared  in  several 
agency  newsletters. 

•  Involvement  with  the  Massachusetts  Commission 
for  the  Deaf  and  Hard  of  Hearing  to  promote 
accessibility  of  services. 

•  Program  outreach  activities  by  individual  vendors 


TABLE  2 
FY '86  MEAP  UTILIZATION  DATA 


AGE  GROUP  DISTRIBUTION 

OF  PERSONS  CONTACTING 

MEAP  FY '86 


JOB  CLASSIFICATION  OF 

EMPLOYEES  CONTACTING 

MEAP  FY '86 


MOST  COMMON  PROBLEM 

AREA  OF  PERSONS 
CONTACTING  MEAP  FY  '86 


31  to  40 

35% 

Professional/technical 

37% 

Family/marital 

30% 

21  to  30 

25% 

Clerical 

29% 

Emotional/psychological 

22% 

41  to  50 

20% 

Skilled 

16% 

Legal 

12% 

51  to  60 

10% 

Managerial/supervisory 

11% 

Alcohol  only 

7% 

0  to  20 

7% 

Unskilled 

7% 

Over  61 

3% 

family  members  were  not  classified 

TABLE  1 
1986  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAM  PROVIDERS 


MEAP 

Providers 

Area 
Served 

Capacity 

Year 
Services  Began 

McLean  Hospital  Corporation 
Employee  Assistance  Program 
73  Tremont  Street,  Suite  520 
Boston,  MA  02108     (617)  367-6960 

Government  Center  Area  (Boston) 
Quincy                     Salem 

Lynn 

10,558 

FY  78 

(Salem  and  Lynn 

FY '85) 

Longview  Associates 

287  State  Street 

Springfield,  MA  01105     (413)  734-8077 

Springfield 

Westfield 

Northampton 

Chicopee 

Holyoke 

Lenox 

North  Adams 

Pittsfield 

Great  Barrington 

5,838 

FY '85* 

Health  and  Development  Associates 

2186  Main  Street 

Tewksbury,  MA  01876    (617)  657-5088 

Lowell 
Billerica 
North  Reading 

Tewksbury 

Wilmington 

Danvers 

Shirley 
Ayer 

3,699 

FY '85* 

Employee  Assistance  Program,  Inc. 
88  Washington  Street 
Administration  Building 
Taunton,  MA  02780    (617)  822-2151 

Taunton 

North  Dartmouth 

Fall  River 

Brockton 
Lakeville 

Bridgewater 
New  Bedford 

4,757 

FY '85* 

Moore,  Daniel  and  Frauenhofer 

Jamaica  Plain 

Brookline 

Dedham 

1,733 

FY '85* 

Psychological  Associates 
1152  Beacon  Street 
Brookline,  MA  02178    (617)  739-0090 

Bay  Colony  Health  Services,  Inc. 
200  West  Cummings  Park 
Woburn,  MA  01089 
(617)  935-3025 

Leonard  Morse  Occupational 

Health  Services,  Inc. 
67  Union  Street 
Natick,  MA  01760 
(617)  655-9766 

Cape  Cod  Alcoholism  Intervention 

and  Rehabilitation  Unit,  Inc. 
200  Ter  Huen  Drive 
Falmouth,  MA  02540    (617)  540-6550 

Family  Services  Association 

of  Greater  Lawrence 
430  Canal  Street 

Lawrence,  MA  01840    (617)  683-9505 
Additional  contracts  began  in  FY '86 


Worcester 
Rutland 
West  Boylston 
Dudley 

Spencer 
Holden 
Shrewsbury 
Southbridge 

Millbury 
Uxbridge 
Webster 

Westborough 

Marlborough 

Framingham 

Natick 

Norwood 

Hopedale 
Milford 
Franklin 
Walpole 

Southborough 
Sudbury 
Norfolk 
Medfield 

Edgartown 

Brewster 

Pocasset 

Hyannis 
Buzzards  Bay 
Nantucket 

Oak  Bluffs 

Orleans 

Barnstable 

North  Andover 
Ipswich 
Merrimac 
Danvers 

Newburyport 
Haverhill 
Tops  field 

Lawrence 

Gloucester 

Amesbury 

3,639 


FY '86 


5,147 


FY '86 


779 


FY '86 


1,631 


FY '86 


because  of  slipping  grades.  Joanne  said  that 
her  son  was  a  good  boy  at  home;  she  couldn't 
understand  the  problem. 

Joanne  had  seen  a  presentation  about 
MEAP  at  work,  so  she  called  and  spoke  with 
a  counselor.  The  counselor  suggested  that  her 
son  be  tested  for  learning  disabilities,  and 
helped  her  find  out  how  to  do  that.  In  fact, 
her  son  did  have  such  a  disability.  "Now  he 
is  getting  help  and  it  didn't  even  cost  us 
anything.  He  actually  likes  going  to  school!" 
Peter  and  Diane  are  both  working,  but 
somehow  they  seem  to  be  constantly  in  debt. 
Peter  saw  a  MEAP  poster  at  his  state  office 
and  gave  the  number  to  Diane,  who  seemed 


to  be  running  up  more  of  the  bills.  Although 
she  is  not  a  state  employee,  Diane  called 
MEAP  and  set  up  an  appointment  with  a 
counselor.  After  four  meetings— two  by 
herself  and  two  with  Peter  — Diane  and  the 
counselor  developed  a  workable  budget. 
Diane  calls  the  counselor  monthly  to  report 
their  progress. 

These  fictitious  case  summaries  demonstrate  that 
MEAP  meets  a  wide  variety  of  employee  and  family 
needs.  While  only  one  of  the  examples  is  directly 
work-related,  it  is  clear  that  the  pressures  generated 
by  the  other  problems  could  easily  interfere  with  ef- 
fectiveness on  the  job. 


1986,  61  percent  of  the  users  were  women  and  39 
percent  were  men.  Minority  group  members  com- 
prised 16  percent  of  the  individuals  seen.  The  ma- 
jority of  those  who  contacted  the  program  did  so 
on  their  own:  78  percent  were  self -referred,  while 
10  percent  were  referred  by  their  supervisors.  Other 
referral  sources  included  human  resources  depart- 
ments, unions  and  on-site  nurses. 

One  component  of  employee  assistance  programs 
is  referral  to  appropriate  community  resources.  Dur- 
ing Fiscal  Year  1986,  54  percent  of  the  documented 
cases  were  referred  to  other  community  services  after 
assessment  through  the  Massachusetts  Employee 
Assistance  Program. 

Table  2  displays  further  information  about  the  in- 
dividuals seen  and  problems  addressed  by  the  Massa- 
chusetts Employee  Assistance  Program  during 
FY '86.  These  figures  represent  all  persons  using  the 
services:  state  employees  and  their  family  members. 

In  the  most  common  problem  area,  "family/ 
marital",  typical  issues  involve  parenting,  reaction 
to  divorce  or  separation,  and  substance  abuse  by 
family  members.  "Emotional/psychological"  prob- 
lems pertained  to  job-induced  stress,  depression  and 
anxiety,  and  issues  related  to  food  and  eating  habits. 
It  is  interesting  to  note  that  individuals  of  all  ages 
and  employees  at  all  job  levels  within  state  govern- 
ment made  use  of  MEAP  services.  Clearly,  the  pro- 
gram served  a  broad  spectrum  of  needs. 

Compared  with  overall  FY '85  statistics  the  age 
group  breakdown  of  individuals  using  MEAP  re- 
mained basically  the  same,  as  did  the  proportion  of 
women  to  men.  The  most  significant  change  was  the 
increase  in  family  /marital  problems  over  emotional/ 
psychological  issues,  which  was  the  most  common 
problem  area  last  year.  More  skilled  and  unskilled 
workers  (an  increase  of  eight  percent)  contacted  the 
program  this  year. 

MEAP  CASES 

Statistics  are  informative,  but  fail  to  capture  the 
human  element  of  MEAP  services.  To  demonstrate 
the  broad  range  of  issues  for  which  employees  con- 
tact MEAP,  three  typical  cases  are  described  below. 
While  these  vignettes  are  totally  fictitious,  they  are 
representative  of  actual  MEAP  encounters. 
•  Helen,  a  clerical  worker  at  the  local  office  of 
a  large  state  human  services  agency,  returned 
to  work  after  eight  weeks  of  maternity  leave 
following    the    birth    of   her    first    child, 
Matthew.  Although  she  had  found  a  good 
babysitter  for  Matthew,  she  was  very  upset 
about  working  instead  of  staying  home  with 
her  baby.  During  her  third  week  back  at 
work,  her  babysitter  told  her  that  her  hus- 
band had  gotten  a  new  job,  and  that  she 
would  be  moving  out  of  state  in  a  month. 
Helen  panicked.  All  her  plans  for  combin- 
ing work  and  family  had  crumbled.  What 
could  she  do?  She  had  to  work  because  they 


needed  the  money,  but  what  would  happen 
to  Matthew? 

Helen  had  received  a  brochure  about 
MEAP  with  her  paycheck  that  week,  and  she 
called  the  24-hour  crisis  line  that  night.  A 
MEAP  counselor  called  her  back  in  20  min- 
utes. Helen  talked  and  cried  for  an  hour.  She 
agreed  to  see  the  counselor  the  next  day.  She 
continued  to  see  the  counselor  once  a  week 
for  several  weeks.  The  counselor  helped  her 
find  a  new  day  care  situation,  and  helped  her 
work  out  her  feelings  about  working  with  a 
family.  Helen  calls  the  MEAP  counselor 
whenvever  she  feels  a  need  to  talk. 

•  Mark  has  been  traveling  outside  his  office 
once  or  twice  a  month.  Each  time  he  had  to 
travel,  he  became  fearful  and  anxious.  Mark's 
stress  continued  to  increase,  until  he  began 
avoiding  coming  to  work  on  the  days  he  had 
to  travel. 

Six  months  ago  Mark  made  an  appoint- 
ment at  MEAP.  He  told  his  counselor  about 
his  concerns,  and  agreed  to  participate  in  a 
series  of  four  sessions  on  stress  management. 
In  between  visits  to  MEAP,  Mark  practiced 
the  stress  management  techniques  his 
counselor  showed  him.  He  began  to  gain  con- 
fidence in  traveling  outside  his  office. 

Now  Mark  feels  better  about  his  job.  While 
he  prefers  to  stay  in  the  office,  he  is  able  to 
travel  comfortably  when  necessary. 

•  Mrs.  Johnson,  the  wife  of  a  state  employee, 
called  MEAP,  stating  that  she  and  her  hus- 
band were  extremely  concerned  about  her 
husband's  mother  who  was  at  home  all  day 
by  herself.  She  added  that  her  mother-in-law 
was  extremely  forgetful,  and  they  were  very 
concerned  that  she  might  fall  or  accidentally 
start  a  fire  on  the  stove. 

The  MEAP  counselor  advised  the  woman 
to  call  her  area  Elder  Services  Office  and  then 
to  call  him  back.  When  Mrs.  Johnson  called 
back  the  next  day,  she  was  pleased  to  report 
that  her  mother-in-law  would  be  placed  in  an 
Adult  Day  Health  Care  Center,  would  be 
visited  monthly  by  the  Visiting  Nurse 
Association,  and  would  be  less  lonely  now. 

Mrs.  Johnson  said  that  she  and  her  hus- 
band were  so  pleased  to  have  avoided  a  nurs- 
ing home,  and  expressed  her  gratitude  to  the 
MEAP  counselor  for  his  assistance.  "That 
one  phone  call  has  made  our  burden  200% 
lighter,"  she  said. 

•  Joanne,  a  mid-level  manager  at  the  central 
office  of  a  state  agency,  feels  that  the 
Massachusetts  Employee  Assistance  Program 
"really  saved  my  life."  Her  son's  teacher  had 
called  Joanne  in  for  a  conference,  stating  that 
he  was  disruptive  in  class,  provoked  other 
children,  and  would  have  to  be  held  back 


including  posters,  brochures,  newsletters,  calen- 
dars, note  pads,  etc. 

State  Agency  Coordination 

•  On-going  communication  between  local  vendors 
and  covered  agency  liaisons. 

•  Designation  of  MEAP  liaisons  at  each  state 
agency,  institution  of  higher  education,  and  court 
facility  covered  by  the  program. 

•  Nine  site  visits  across  the  state  for  vendors  to  meet 
with  MEAP  agency  liaisons  and  MEAP  staff  from 
the  Department  of  Personnel  Administration. 

•  Central  Office  state  agency  MEAP  liaison  meeting 
to  review  program  operation  and  liaison  respon- 
sibilities. 

•  Improved  communications  among  state  agency 
liaisons  and  the  Department  of  Personnel  Admin- 
istration to  facilitate  program  coordination  and 
problem-solving. 

•  Close  collaboration  with  union  representatives  in 
covered  agencies,  courts  and  universities/colleges, 
involving  them  in  program  outreach  activities. 

FINANCIAL  IMPACT  OF  MEAP 

By  providing  a  resource  to  assist  state  employees 
with  their  personal  lives,  MEAP  benefits  the  Com- 
monwealth by  stimulating  increased  productivity. 
But  there  is  also  a  tangible  fiscal  impact  of  the 
program.  Research  indicates  that  eighteen  percent 
of  any  work  population  loses  25  percent  of  work- 
ing capability  due  to  personal  problems.  Apply- 
ing the  formula  to  Massachusetts  state  employees 
who  earn  an  average  of  $18,000  a  year,  there  is 
a  savings  of  $31  million  for  the  approximately 
38,000  employees  covered  by  MEAP. 

LEGISLATIVE  SUPPORT  FOR  MEAP 

While  service  statistics  and  employee  response 
demonstrate  the  positive  regard  for  the 
Massachusetts  Employee  Assistance  Program,  an 
equally  impressive  indication  of  confidence  was 
provided  by  the  Massachusetts  legislature.  Both 
the  House  and  the  Senate  Ways  and  Means  Com- 
mittees recommended  full  funding  of  MEAP  for 
FY '87.  The  legislature  recognized  the  importance 
of  this  effort  to  promote  healthier  employees  and 
reduce  costly  absenteeism  and  turnover. 

THE  FUTURE  OF  MEAP 

Great  strides  have  been  made  this  year  in  ex- 
panding and  improving  the  services  provided  by 
the  Massachusetts  Employee  Assistance  Program. 
A  stronger  program  identity,  an  aggressive  mar- 
keting campaign,  clearly  articulated  policy,  and 
improved  state  agency  coordination,  have  all  con- 
tributed to  the  program's  impressive  development. 
In  the  FY '8 5  MEAP  Annual  Report,  the  primary 
challenge  was  reported  to  be  "to  channel  the 
momentum  of  (program)  growth  toward  increas- 
ing MEAP's  visibility  and  credibility  as  a  useful 
resource  for  Massachusetts  state  employees  and 


their  families." 

Clearly,  considerable  progress  has  been  made 
towards  meeting  that  challenge.  But  the  efforts 
must  continue  and  intensify.  Every  state  employee 
who  has  a  personal  problem  that  potentially  af- 
fects job  performance,  represents  a  challenge  to 
the  Massachusetts  Employee  Assistance  Program. 

During  FY '87,  vendors  must  strengthen  the 
secondary  services  that  make  MEAP  more 
familiar  to  state  employees  and  their  families. 
MEAP  must  become  part  of  the  vernacular  among 
employees. 

Strong  support  through  continued  statewide 
promotion  efforts  are  on  the  FY  '87  MEAP  agen- 
da for  the  Department  of  Personnel  Administra- 
tion. Now  that  MEAP  is  more  broadly  accepted, 
a  strong  and  cohesive  identity  takes  on  added  im- 
portance. The  distribution  of  informational 
brochures  and  promotional  materials  is  critical  to 
ensuring  on-going  visibility. 

With  statewide  coverage  the  goal  within  the  next 
few  fiscal  years,  the  Department  of  Personnel  Ad- 
ministration must  also  use  this  interim  period  to 
plan  for  the  final  stage  of  the  program's  evolu- 
tion which  will  permit  access  to  MEAP  services 
for  all  state  employees  and  their  families.  The 
planning  and  coordination  mechanisms  establish- 
ed this  year  will  provide  a  solid  foundation  for 
the  future. 

The  state  workforce  is  state  government.  The 
Massachusetts  Employee  Assistance  Program's 
contribution  to  making  that  workforce  healthier 
and  more  productive,  is  indeed  substantial.  The 
program's  continued  development  bespeaks  the 
outstanding  commitment  of  Massachusetts  state 
government  to  its  employees  as  well  as  to  all 
Massachusetts  citizens.  Through  the  improve- 
ments to  individual  lives,  the  state  benefits  from 
the  greater  health  and  productivity  of  the  entire 
state  government  operation. 

For  more  information  contact: 

THE  MASSACHUSETTS  EMPLOYEE 

ASSISTANCE  PROGRAM 
DEPARTMENT  OF  PERSONNEL 

ADMINISTRATION 
ONE  ASHBURTON  PLACE,  ROOM  301 
BOSTON,  MASSACHUSETTS  02108 
727-8097 

For  confidential  MEAP  services,  call: 

IN  BOSTON  367-6960 

OUTSIDE  METROPOLITAN  BOSTON 

1-800-842-2248 
Monday  to  Friday 
8:30  am  to  5:00  pm 
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INTRODUCTION 

Albert  Castle  was  confused.  To  his  friends  and  family,  he  appeared  to  have  the  perfect  life:  a  good  marriage,  two  kids,  a  job, 
people  who  cared  about  him.  But  for  Albert,  there  was  something  definitely  missing.  He  couldn't  put  his  finger  on  it .  .  .  but 
somehow  his  life  seemed  empty  and  hollow. 

Albert  confided  in  a  co-worker  at  his  job  as  a  data  entry  operator  in  the  local  branch  of  a  state  agency.  Joshua  was 
sympathetic.  "Maybe  you're  just  depressed,"  Joshua  said.  But  Albert  continued  to  feel  like  his  life  was  passing  him  by.  Joshua 
saw  Albert  in  the  lunchroom  one  day  and  asked  him  if  he  had  heard  of  MEAP,  the  Massachusetts  Employee  Assistance 
Program.  Joshua  had  seen  a  poster  about  it,  and  thought  maybe  Albert  could  give  the  program  a  call  to  talk  to  someone  about 
how  he'd  been  feeling.  Albert  said  he'd  think  about  it.  A  few  days  later,  he  had  to  call  in  sick  to  work  because  he  just  didn't  feel 
like  getting  out  of  bed.  That  day,  he  called  MEAP.  ?7  ^ 


Note:  The  situation  and  individuals  described  above  are  fictional 
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Since  1978,  Massachusetts  state  employees  and  their  families  have  been  calling  MEAP  for  help  with  personal  and 
job-related  problems.  Sometimes,  like  Albert,  they  need  to  talk  to  someone  who  can  help  them  discover-exactly  what's  wrorlg 
and  what  to  do  about  it.  MEAP  has  helped  other  people  who  knew  what  their  problem  was,  but  didn't  know  where  to  get  the 
help  they  wanted.  And  sometimes,  MEAP  has  provided  a  person  to  listen  confidentially  and  objectively,  when  an  individual 
simply  needed  to  talk. 

The  Massachusetts  Employee  Assistance  Program  was  created  to  provide  state  employees  and  their  families  with  an 
opportunity  to  identify  potential  problems  and  prevent  them  from  becoming  major  obstacles  in  their  work  and  personal  lives. 
The  program  also  helps  employees  and  their  families  resolve  personal  problems  that  may  already  be  affecting  their 
performance  both  on  and  off  the  job.  MEAP  is  a  tangible  result  of  Massachusetts  state  government's  commitment  to  the 
people  who  are  its  greatest  resource:  the  state  workforce. 

MEAP  is  a  resource  for  employees  and  families,  offering  them  a  place  to  discuss  their  concerns  and  problems  with  qualified 
professionals,  and  then  directing  them  to  those  services  in  the  community  that  can  best  assist  them  with  their  particular  issues. 
Free  and  confidential  assessment  and  referral  services  are  available  for  problems  such  as  legal  and  financial  difficulties, 
family/marital  problems,  substance  abuse,  emotional  distress,  and  any  other  job-related  or  personal  problem. 

Private,  contracted  vendor  organizations  provide  MEAP  services  to  state  employees  and  their  families.  These  vendor 
organizations  serve  designated  geographic  areas  across  the  state.  They  provide  two  types  of  services:  direct  services  include 
inquiry,  assessment,  referral,  cash  management  and  follow-up  on  referrals;  indirect  services  are  those  which  inform  emloyees, 
supervisors,  human  resources  staff,  union  representatives  and  management  personnel  about  the  program  and  how  it  can  be 
used.  Orientation  and  training  programs,  outreach  activities,  and  management  consultation  are  among  the  indirect  services 
provided. 

The  Massachusetts  Employee  Assistance  Program,  created  by  legislation  in  1978,  was  first  limited  to  state  employees  in  the 
Government  Center  area  of  Boston.  Funding  was  shared  by  the  Departments  of  Personnel  Administration  and  Public  Health, 
and  services  were  provided  by  the  McLean  Hospital  Employee  Assistance  Program.  The  scope  of  service  was  dramatically 
increased  in  fiscal  year  1985,  when  coverage  was  expanded  from  7,400  to  18,000  employees  in  nine  geographic  areas  across 
the  state. 

In  FY'85,  the  Personnel  Administrator,  acting  on  the  Dukakis  Administration's  commitment  to  improving  the  quality  of 
work  life  for  Massachusetts  state  employees,  announced  that  full,  statewide  MEAP  coverage  was  a  primary  goal  of  the 
program.  As  an  interim  measure  until  sufficient  funding  for  statewide  coverage  was  available,  a  toll-free,  statewide  telephone 
Information  and  Referral  Service  was  made  available  to  all  state  employees  and  their  families. 

The  following  fiscal  year,  FY'86,  coverage  doubled  to  total  37,78 1  employees  and  their  families,  with  services  provided  by 
nine  contracted  vendor  organizations.  Funding  was  provided  by  a  grant  from  the  Group  Insurance  Commission,  and  the 


program  continued  to  be  administered  by  the  Department  of  Personnel  Administration.  The  same  level  of  services  was 
maintained  in  FY'87,  with  the  addition  of  one  vendor  organization.  The  program  budget  was  $600,000,  and  the  program  was 
located  solely  in  the  Department  of  Personnel  Administration. 

This  FY'87  Annual  Report  of  the  Massachusetts  Employee  Assistance  Program  focuses  on  the  three-year  development  of 
the  program  since  the  initial  major  expansion  in  Fiscal  Year  1985.  It  addresses  the  following  questions:  How  have  the  services 
been  utilized?  What  has  been  the  impact  of  MEAP?  How  successful  have  the  vendors  been  at  informing  their  constituents 
about  the  program's  availability? 

To  answer  these  questions,  the  Report  provides  a  statistical  profile  of  the  Massachusetts  Employee  Assistance  Program. 
Data  from  the  past  three  fiscal  years  are  presented  which  document  the  growth  and  impact  of  MEAP. 

DIRECT  SERVICE  DATA 

Overview 

The  Massachusetts  Employee  Assistance  Program  provides  comprehensive  employee  assistance  program  services.  State 
employees  and  their  family  members  can  obtain  a  full  range  of  assistance,  from  information  over  the  telephone  about  where  to 
call  for  fuel  assistance  to  an  in-depth  assessment  leading  to  a  referral  for  on-going  counseling.  Each  vendor  maintains  a 
24-hour,  7-day  a  week  crisis  phone  response  capacity.  This  phone  line  means  employees  and  their  families  can  call  for  help  at 
any  time,  not  just  during  typical  business  hours. 

Services  are  provided  by  MEAP  counselors  who  are  social  workers,  psychologists  and  other  trained  professionals.  The 
counselors  are  not  state  employees.  Problem  assessment  and  short-term  counseling  are  provided  to  employees  and/or  family 
members  for  a  maximum  of  four  sessions. 

Referral  to  appropriate  and  accessible  services  in  the  community  is  an  important  aspect  of  MEAP.  Referrals  may  be  made 
after  the  initial  contact,  or  at  any  point  in  the  assessment  or  short-term  counseling  process,  depending  on  the  case.  MEAP 
counselors  provide  follow-up  after  referrals  to  ensure  that  the  individual's  needs  are  being  met. 

To  ensure  that  high-quality  services  are  provided  after  the  employee  or  family  member  has  left  MEAP,  the  program 
vendors  are  extremely  careful  about  developing  their  referral  networks.  Caring,  competent,  and  personable  professionals 
from  a  wide  variety  of  fields  are  included.  Referrals  may  also  be  made  to  local  community  health  and  service  centers  as  well  as 
medical  facilities  and  programs. 

Data  Collection 

In  recognition  of  the  need  for  careful  and  consistent  program  evaluation,  the  Benefit  Service  Agreement  between  each 
MEAP  vendor  and  the  Department  of  Personnel  Administration  requires  the  monthly  submission  of  program  service  data. 
Each  month,  MEAP  service  providers  compile  detailed  information  about  the  program  activities  for  review  by  program 
administrators.  No  client  names  or  other  identifying  information  are  reported;  strictest  confidentiality  is  maintained  at  all 
times. 

The  program  data  provide  a  method  for  reviewing  the  aggregated  MEAP  service  delivery,  and  present  a  profile  of  the 
program's  impact.  MEAP  program  administrators  are  able  to  detect  trends  in  program  outreach  and  utilization.  The  data  also 
constitute  an  important  source  of  accountability  for  the  funds  which  support  the  program. 

Data  Base 

During  fiscal  years  1985  and  1986,  the  contracts  for  expansion  of  MEAP  services  became  valid  during  the  course  of  these 
fiscal  years.  Additional  employees  became  eligible  for  services  after  several  months  had  elapsed.  As  a  result,  service  data 
collected  for  each  of  these  years  reflects  two  levels  of  coverage,  as  follows: 

In  FY'85,  services  were  provided  to  7,502  employees  for  the  full  twelve  months;  an  additional  1 1,034  employees  were 
covered  for  nine  months  of  the  fiscal  year,  bringing  the  total  FY'85  coverage  to  18,536. 

These  same  18,536  employees  were  eligible  for  services  during  the  full  twelve  months  of  FY'86;  an  additional  19,245 
employees  were  covered  for  the  last  eight  months  of  the  fiscal  year,  bringing  total  FY'86  coverage  to  37,781. 

The  extent  of  coverage  remained  the  same  for  the  full  twelve  months  of  FY'87. 

The  changes  in  extent  of  coverage  during  the  first  two  fiscal  years  included  in  this  Report  are  reflected  in  the  service  data 
presented.  Had  the  full  number  of  employees  been  covered  for  the  full  twelve  months  of  each  of  these  two  fiscal  years,  it  can  be 
extrapolated  from  the  trends  shown  by  the  data  that  program  usage  would  have  been  higher. 

Another  factor  that  should  be  considered  in  reviewing  the  data  is  the  life  cycle  of  MEAP  contracts.  Services  are  provided 
over  a  three-year  contract  cycle.  During  the  initial,  start-up  year,  indirect  services  such  as  outreach  and  education  are 
emphasized.  As  the  programs  move  into  their  second  year,  there  is  equal  emphasis  on  direct  services  (assessment  and  referral) 


Indirect  service  data  from  fiscal  years  1986  and  1987. 


ORIENTATION  SESSIONS 


Number  of  Sessions: 

Total  Number  of  Participants: 


Number  of  Events: 

Total  Number  of  Participants: 


TRAINING  EVENTS 


FY'86 

348 
5,294 

FY'86 
109 

1,747 


FY'87 

322 
4,890 

FY '87 

182 
3,128 


Types  of  Events: 

Below  are  training  events  that  were  sponsored  by  MEAP  vendors  during  FY'87.  They  are  typical  of  the  events  sponsored  during  the  three 
years  covered  by  the  Report.  The  event  topics  have  been  categorized  for  easy  reference: 

Lifestyle  Issues:  Substance  Abuse: 


Health  Fair 

Bum-out  Prevention 

Change  and  Stress 

Stress  Management 

Coping  with  Holiday  Stress 

Social  Services  in  the  Community 

Communications  Skills 

Assertiveness 

Balancing  Work  and  Family 

Health  Promotion  Seminar 

Time  Management 

New  Tax  Laws 

Financial  Planning 

Smoking  Cessation 


Alcoholic  Family  Systems 

The  Chemically  Dependent  Family 

Cocaine  Abuse 

Non-alcoholic  Holidays 

Addiction 

How  to  Sabotage  Your  Treatment 

Family,  Friends,  Drugs  and  Alcohol 

Work-Related  Issues 

Identifying  the  Troubled  Employee 
Dealing  with  Difficult  People 
Caring  for  Caretakers 
Managing  Troubled  Employees 


CONSULTATION  SERVICES 

During  FY'86,  MEAP  management  and  supervisory  consultations  averaged  to  about  ten  per  month  per  vendor.  Data  collection  for  FY'87 
included  specific  categories  of  consultations.  These  data  are  summarized  below: 

Number  of  consultations  with  managers:  335 

Number  of  consultations  with  supervisors:  200 

Number  of  consultations  with  union  representatives:  74 

Number  of  consultations  with  human  resource  professionals:  223 

Number  of  consultations  with  others:  232 

OUTREACH  ACTIVITIES 

*  Participation  in  Health  Fairs 

*  Open  Houses  at  vendor  offices  and  on-site  locations 

*  Distribution  of  holiday  greeting  cards 

*  Film  Festivals 

*  Distribution  of  a  wide  variety  of  promotional  materials  with  MEAP  logo  and  information  on  how  to  access  services,  including: 

rulers  health  promotion  questionnaires 


calendars 

brochures 

blood-alcohol  calculators 

pamphlets 

paper  pads 

tote  bags 


pens/pencils 
magnets 
Rolodex  cards 
buttons 
coffee  mugs 
file  folders 


CONCLUSION 

Albert  Castle  is  slowly  beginning  to  understand  the  many  factors  in  his  life  which  were  causing  his  depression.  After  his 
initial  call  to  MEAP,  he  visited  the  office  twice  and  spoke  with  a  social  worker  who  helped  him  sort  out  how  he  was  feeling. 
Then,  with  the  MEAP  counselor's  help,  Albert  located  a  psychologist  in  his  neighborhood  whom  he  has  been  seeing  on 
regular  basis.  His  medical  insurance  has  covered  the  costs  so  far.  Albert  feels  that  he  is  starting  to  pull  himself  together,  and  is 
confident  that  he  will  regain  his  old  sense  of  humor  and  optimism. 


Not  all  stories  have  happy  endings.  But  the  Massachusetts  Employee  Assistance  Program  plays  an  important  role  in  helping 
many  state  employees  and  their  families  find  the  resources  they  need  to  lay  the  foundation  for  happier  endings  than  would 
otherwise  have  been  possible. 

MEAP  is  a  valuable  and  important  resource.  For  the  individuals  who  use  the  services,  like  Albert  Castle,  the  program  can 
make  a  tremendous  difference  in  their  personal  and  work  lives.  For  the  Commonwealth,  the  program  means  an  increase  in 
employee  morale  and  productivity,  as  well  as  reduced  costs  due  to  absenteeism  and  turnover.  Healthier  and  more  productive 
employees  contributing  to  a  more  effective  and  cost-efficient  state  government  system:  certainly,  the  Massachusetts  Employee 
Assistance  Program  has  an  impressive  legacy. 


The  demographic  composition  of  the  MEAP  clientele  is  presented  in  Charts  #4  through  #6.  The  data  presented  here  are  for 
Fiscal  Year  1987;  however,  there  has  been  relatively  little  change  in  these  categories  over  the  three-year  period.  By 
extrapolating  from  these  charts,  as  well  as  other  program  data  collected,  a  profile  of  the  composite  MEAP  user  can  be  drawn. 
It  consists  of  a  woman,  age  21  to  40,  who  referred  herself  for  services.  She  was  married,  had  between  one  and  five  years  of 
state  service,  and  held  a  professional  or  technical  job.  Most  frequently,  she  requested  assistance  with  family  /marital  problems. 


CHART  #4 

CLIENT  AGE    DISTRIBUTION 


Fiscal   Year   1987 


CHART  #5 

CLIENT    MARITAL   STATUS 

Fiscal  Year   1987 


60+    years    (2.3*) 
51-60  years  (10.1*) 


0-20   years   (7.195) 


41  -50  years  (18.9*) 


Widowed   (2.9*) 
Separated   (9.1*) 


21  -30   years    (30.8*) 


Divorced   (17.4*) 


31-40  years  (30.9*) 


Single  (33.9*) 


CHART  #6 

YEARS    OE   STATE    SERVICE' 


Married   (36.7*) 


Fiscal   Year   1987 


25+    (3.0*) 
16-25  (12.9*) 


>1    (18.0*) 


6-15  (31.3*) 


**    Scat*   Esploycc*  Only 


1-5    (34.7*) 


INDIRECT  SERVICE  DATA 

Overview 

MEAP  indirect  services  are  an  integral  component  of  the  program.  They  encompass  a  broad  range  of  outreach  activities 
designed  to  familiarize  employees  with  the  program  and  available  services.  Promotional  materials,  such  as  posters,  brochures, 
calendars,  and  newsletters,  are  distributed  to  covered  employees  to  promote  program  visibility.  Other  strategies  include  film 
programs,  discussion  groups  and  presentations  on  relevant  topics  of  interest. 

Employee  and  supervisory  orientation  and  training  are  critical  to  the  success  of  the  Massachusetts  Employee  Assistance 
Program.  Through  these  sessions,  which  provide  an  overview  of  the  program  and  information  on  how  to  access  services, 
employees  and  supervisors  learned  more  specifically  how  MEAP  could  serve  them. 

Supervisory  consultations  constitute  another  form  of  indirect  services.  MEAP  counselors  are  available  to  discuss  an 
existing  or  potential  work-related  situation  with  a  supervisor,  and  develop  options  with  that  individual  for  managing  the 
situation.  Similar  consultations,  about  specific  incidents  or  topics  of  general  interest,  are  provided  by  vendors  to  union 
representatives,  personnel  officers  and  staff,  and  on-site  medical  personnel. 

The  indirect  services  provided  by  MEAP  vendors  contribute  to  greater  and  more  effective  use  of  the  program.  If  employees 
and  their  families  are  unaware  of  the  program,  even  the  highest  quality  services  are  ineffective. 


and  indirect  services  —  a  "50-50"  split  is  achieved.  By  the  third  year,  the  programs  focus  most  of  their  efforts  on  direct 
services,  because  their  presence  has  become  well  established  among  their  clientele.  The  data  included  in  the  FY'87  Annual 
Report  reflect  the  mix  of  first-  second-  and  third-year  service  provision. 

Finally,  it  should  be  noted  that  the  data  collection  process  was  refined  considerably  in  FY'86.  Some  of  the  data  elements 
were  not  collected  for  FY'85  service  provision. 

The  overall  increase  in  the  use  of  the  Massachusetts  Employee  Assistance  Program  is  readily  apparent  from  the  direct 
service  data  presented.  The  "penetration  rate",  a  term  used  by  experts  in  the  employee  assistance  field  to  describe  the  extent  to 
which  the  program  reaches  its  target  population,  increased  each  year  (2.5%  in  FY'85  to  9.7%  in  FY'87).  Chart  #1  depicts  this 
dramatic  growth  in  the  penetration  rate. 

As  MEAP  established  greater  visibility  and  credibility  among  state  employees  and  their  families,  more  and  more  people 
began  taking  advantage  of  the  program's  services  of  their  own  accord.  Self-referrals  increased  by  6%  over  the  three-year 
period,  while  supervisory  and  other  referrals  each  decreased  by  3%.  Chart  #2  presents  the  growth  of  self-referral  to  the 
program. 

The  problem  areas  that  most  frequently  brought  clients  to  MEAP  are  graphically  depicted  in  Chart  #3.  Family/marital  and 
emotional/psychological  problems  have  consistently  been  the  areas  of  highest  usage. 
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1987  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAM  PROVIDERS 


MEAP 
Providers 


Area 
Served 


Capacity  Year 

(#  of  employees)  Services  Began 


McLean  Hospital  Corporation 
27  School  Street,  Suite  301 
Boston,  MA  02108 

Longview  Associates 
287  State  Street 
Springfield,  MA  01 105 


Health  and  Development  Associates 
2186  Main  Street 
Tewksbury,  MA  01876 

Employee  Assistance  Program,  Inc. 
88  Washington  Street 
Taunton,  MA  02780 


Moore  &  Frauenhofer 

Psychological  Associates 
1152  Beacon  Street 
Brookline,  MA  02178 

Bay  Colony  Health  Services,  Inc. 
200  West  Cummings  Park 
Woburn,  MA  01801 


Leonard  Morse  Occupational 

Health  Services,  Inc. 
67  Union  Street 


Cape  Cod  Alcoholism  Intervention 

and  Rehabilitation  Unit,  Inc. 
200  Ter  Huen  Drive 
Falmouth,  MA  02540 

Family  Services  of  Greater 

Lawrence 
430  Canal  Street 
Lawrence,  MA  01840 

Employee  Assistance  Program 

Systems,  Inc. 
500  West  Cummings  Park 
Woburn,  MA  01801 

*  Additional  contracts  began  in  FY'86 


Boston  (Government  Center  Area,  Department  of 

Public  Health) 
Quincy 


Springfield  Chicopee 

Holyoke  North  Adams 

Lenox  Great  Barrington 

Northampton  Orange 

Amherst  (not  U.  Mass.) 
Palmer  (not  Monson  Center) 
Belchertown  (not  state  school) 


Lowell 
Wilmington 
North  Reading 

Taunton 
Fall  River 
New  Bedford 
Atdeboro 

Jamaica  Plain 


Tewksbury 

Shirley 

Danvers 

Brockton 

Bridgewater 

Norton 


Dedham 


Westfield 

Pittsfield 

Greenfield 

Warwick 

Ware 


Billerica 

Ayer 


North  Dartmouth 
Lakeville 
North  Atdeboro 


Brookline 


8,202 


5,507 


FY'78 


FY'85* 


3,699 


4,757 


FY'85« 


FY'85* 


4,757 


FY'85* 


Worcester 

Spencer 

Rutland 

Holden 

West  Boylston 

Shrewsbury 

Millbury 

Uxbridge 

Webster 

Dudley 

Southbridge 

Leominster 

Clinton 

Maiden 

Somerville 

Woburn 

Stoneham 

Medford 

Wakefield 

Winchester 

Westborough 

Southborough 

Marlborough 

Sudbury 

Framingham 

Natick 

Hopedale 

Milford 

Franklin 

Norwood 

Canton 

Salem 

Lynn 

Edgartown 

Oak  Bluffs 

Buzzards  Bay 

Pocasset 

Barnstable 

Hyannis 

Brewster 

Orleans 

Nantucket 

North  Andover 

Lawrence 

Haverhill 

Merrimac 

Amesbury 

Newbury  port 

Ipswich 

Gloucester 

Topsfield 

Danvers 

Boston  (Legislature) 

4,261 


FY'86 


6,253 


779 


FY'86 

(Salem  &  Lynn 

FY'87) 


FY'86 


1,340 


FY'86 


1,250 


FY'87 


For  more  information,  contact: 

THE  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAM 
DEPARTMENT  OF  PERSONNEL  ADMINISTRATION 
ONE  ASHBURTON  PLACE,  ROOM  301 
BOSTON,  MA  02108 
(617)  727-8097 


For  free,  confidential  MEAP  services,  call: 

IN  BOSTON:  367-6960 

OUTSIDE  METROPOLITAN  BOSTON: 

1-800-842-2248 

Monday  to  Friday,  8:30  a.m.  to  5:00  p.m. 


Massachusetts  Employee  Assistance  Program 
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Massachusetts  enjoys  the  healthiest  econom 
among  the  industrialized  states.  As  a  result,  un- 
employment is  down  dramatically.  While  this  positive 
economic  climate  is  great  news  for  the  citizens  of 
Massachusetts,  it  poses  a  considerable  challenge  for 
employers:  how  can  they  continue  to  attract  and  re- 
tain a  capable  and  diversified  workforce  when  there 
is  such  competition  for  qualified  employees? 

Massachusetts  state  government,  the  state's  largest 
employer,  has  responded  aggressively  to  this  problem 
by  designing  and  implementing  a  broad  range  of  in- 
novative human  resource  management  programs  to 
meet  the  challenge  of  full  employment.  The  Com- 
monwealth recognizes  that  state  employees  are  state 
government's  most  valuable  asset.  Massachusetts 
state  government  has  focused  on  the  need  to  promote 
a  caring  work  environment  that  anticipates  and  ac- 
commodates the  changing  needs  of  state  employees 
and  their  families. 

The  human  resource  management  strategies 
developed  by  the  Commonwealth  reflect  an  overall 
commitment  to  employee  health,  in  part  because  of 
its  contribution  to  overall  productivity.  Recognizing 
the  importance  of  retaining  employees  to  avoid  costly 
turnover,  recruitment  and  re-training,  the  Depart- 
ment of  Personnel  Administration  is  developing 
several  approaches  to  meet  the  challenge  of  full 
employment.  As  one  strategy,  the  Department  is  ac- 
tively seeking  to  assess  the  demographic  composi- 
tion of  the  current  and  future  state  workforce.  By 
understanding  who  the  people  are  who  comprise  the 
state  workforce  as  well  as  what  they  need,  the  Com- 
monwealth can  design  and  implement  programs  that 
support  employees,  with  the  goal  that  they  will 
choose  to  remain  valuable  and  productive  con- 
tributors to  state  government. 

As  more  and  more  people  enter  the  workforce,  they 
bring  with  them  increasingly  more  complex  situa- 
tions. Child  care.  Elderly  and  infirm  dependents. 
Disabilities.  Retirement  planning.  Flexible  work 
scheduling.  All  of  these  issues  are  surfacing  at  work. 
There  is  a  tremendous  need  for  the  state  as  an 
employer  to  understand  and  address  these  issues.  The 


employees  play,  both  inside  and  outside  of  work,  are 
of  vital  importance  as  the  Commonwealth  strives  to 
attract  and  retain  a  qualified  workforce. 

MEAP:  A  Timely  and  Important  Resource 

The  Massachusetts  Employee  Assistance  Program 
(MEAP)  is  one  example  of  Massachusetts  state 
government's  efforts  to  support  state  employees. 
MEAP  was  created  to  provide  state  employees  and 
their  families  with  an  opportunity  to  identify  poten- 
tial problems  and  prevent  them  from  becoming  major 
obstacles  in  their  work  and  personal  lives.  The  pro- 
gram also  helps  employees  and  their  families  resolve 
personal  problems  that  may  already  be  affecting  their 
performance  both  on  and  off  the  job.  MEAP  is  the 
result  of  state  government's  recognition  that  emo- 
tional health  is  a  key  component  of  success  at  work. 
It  is  part  of  the  Department  of  Personnel  Adminstra- 
tion's  commitment  to  improving  the  quality  of  work 
life  for  state  employees. 

The  Massachusetts  Employee  Assistance  Program 
is  a  resource  for  employees  and  families,  providing 
them  with  a  place  to  discuss  their  concerns  and 
problems  with  qualified  professionals,  and  then 
directing  them  to  those  services  in  the  community 
that  can  best  assist  them  with  their  particular  issues. 

The  underlying  principles  of  the  Massachusetts 
Employee  Assistance  Program  are: 

•  supporting  Massachusetts  state  employees 
by  being  responsive  to  their  needs  and 
communicating  that  state  government  is 
concerned  about  them  as  individuals; 

•  providing  state  employees  and  their  families 
with  confidential  resources  on  a  voluntary 
basis  to  help  them  help  themselves  in  resolv- 
ing a  wide  range  of  personal  problems;  and 

•  increasing  state  workforce  productivity  by 
promoting  healthier  employees,  and  by 
reducing  costly  absenteeism  and  turnover. 

MEAP  has  distinguished  itself  from  other  public 
and  private  employee  assistance  programs  through 
its  unique,  problem-solving  approach.  The  program 


emphasizes  prevention,  wellness  and  self-referral. 
MEAP  reinforces  the  value  of  positive  human 
resource  management  strategies. 

Program  Structure  and  History 

MEAP  is  centrally  administered  by  the  Depart- 
ment of  Personnel  Administration.  Private,  con- 
tracted vendor  organizations  provide  MEAP  services 
to  state  employees  and  their  families.  The  vendor 
organizations  serve  designated  geographic  areas 
across  the  state.  Free  and  confidential  assessment  and 
referral  services  are  available  for  problems  such  as 
legal  and  financial  difficulties,  family/marital  pro- 
blems, substance  abuse,  emotional  distress,  and  any 
other  job-related  or  personal  problem. 

Contracted  vendors  provide  two  types  of  services: 
direct  services  include  inquiry,  assessment,  referral, 
case  management  and  follow-up  on  referrals;  indirect 
services  are  those  which  inform  employees,  super- 
visors, human  resources  staff,  union  representatives 
and  management  personnel  about  the  program  and 
how  it  can  be  used.  Orientation  and  training  pro- 
grams, outreach  activities  and  management  consulta- 
tions are  among  the  indirect  services  provided. 

Fiscal  Year  1988  was  an  important  milestone  in  the 
history  of  the  Massachusetts  Employee  Assistance 
Program.  In  FY'85,  the  Dukakis  Administration 
made  a  commitment  to  full,  statewide  MEAP 
coverage.  To  begin  accomplishing  that  goal,  coverage 
was  expanded  during  that  year  from  7,400  Boston- 
based  employees  to  18,000  employees  and  their 
families  in  nine  geographic  areas  across  the  state.  A 
toll-free,  statewide  Information  and  Referral  Service 
was  made  available  to  all  employees  as  an  interim 
step  until  full,  statewide  coverage  could  be  achieved. 

The  following  fiscal  year,  FY'86,  MEAP  coverage 
doubled  to  37,781  employees  and  their  families,  with 
services  provided  by  nine  contracted  vendor  organiza- 
tions. The  same  level  of  coverage  was  maintained  in 
FY'87,  with  the  addition  of  one  contracted  vendor 
organization. 

In  FY'88,  the  goal  of  statewide  coverage  was 
achieved.  Coverage  was  expanded  by  27,938 
employees  and  their  families,  bringing  the  total 
number  covered  to  64,719.  Employees  were  covered 
at  28  college  and  university  sites;  99  courts;  11  District 
Attorneys'  offices;  all  constitutional  offices;  all 
executive  branch  agency  sites;  and  the  General  Court. 
The  total  budget  was  $919,363,  which  included 
$13,276  for  the  statewide  Information  and  Referral 
Service.  The  budget  was  based  on  a  per  capita  fee 
of  $14.00  per  employee,  which  compares  favorably 
with  the  employee  assistance  industry  standard  of 
$25  to  $30  per  person. 

The  FY'88  expansion  meant  that  every  state 
employee,  and  his  or  her  family  members,  had  access 
to  an  employee  assistance  program.  (A  few  state 


agencies    provide    their    own    internal    employee 
assistance  programs.) 

Massachusetts  is  unique  in  its  wellness  oriented, 
centrally  administered,  comprehensive  employee 
assistance  program  for  state  employees. 

FY'88  Direct  Service  Statistics 

The  Massachusetts  Employee  Assistance  Program 
provides  a  full  range  of  assistance,  from  informa- 
tion over  the  telephone  about  where  to  find  help  to 
an  in-depth  assesment  leading  to  long-term  counsel- 
ing. Each  vendor  maintains  a  24-hour,  7-day  a  week 
crisis  phone  response  capacity. 

Services  are  provided  by  MEAP  counselors  who 
are  social  workers,  psychologists  and  other  trained 
professionals.  MEAP  counselors  are  not  state 
employees.  A  maximum  of  four  sessions  of  short- 
term  counseling  are  provided  to  employees  or  family 
members. 

Referral  to  appropriate  and  accessible  services  in 
the  community  is  an  important  aspect  of  MEAP. 
MEAP  counselors  carefully  monitor  the  quality  of 
their  referral  networks,  and  personally  follow-up  each 
referred  case. 

Data  Collection 

In  recognition  of  the  need  for  careful  and  con- 
sistent program  evaluation,  the  Benefit  Service 
Agreement  between  each  MEAP  vendor  and  the 
Department  of  Personnel  Administration  requires  the 
submission  of  monthly  program  service  data.  No 
client  names  or  other  identifying  information  are 
reported;  strictest  confidentiality  is  maintained  at  all 
times. 

The  program  data  provide  a  method  for  review- 
ing aggregated  MEAP  service  delivery,  and  present 
a  profile  of  the  program's  impact.  MEAP  program 
administrators  are  able  to  detect  trends  in  program 
outreach  and  utilization.  The  data  also  constitute  an 
important  source  of  accountability  for  the  funds 
which  support  the  program. 

FY'88  Data  Base 

The  funds  for  statewide  program  expansion 
became  available  in  January,  1988.  The  FY'88  data 
reflect  coverage  for  37,781  employees  for  the  entire 
fiscal  year  (July  1,  1987,  to  June  30, 1988).  Although 
an  additional  26,938  employees  became  eligible  for 
MEAP  services  for  the  last  six  months  of  the  fiscal 
year  (January  1  to  June  30,  1988),  bringing  total 
FY'88  coverage  to  64,719,  the  start-up  nature  of  these 
new  contracts  made  it  impractical  to  include  them 
in  the  direct  service  data  base.  The  Fiscal  Year  1989 
MEAP  Annual  Report  will  reflect  twelve  months  of 
data  collection  for  all  MEAP  contracts. 

During    FY'88,    MEAP    vendor    organizations 


TABLE  2 
1988  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAM  PROVIDERS 


MEAP 
PROVIDERS 


AREA 
SERVED 


McLean  Health  Services,  Inc. 

27  School  Street,  Suite  301 
Boston,  MA  02108 
367-6960 


Boston  (Government  Center  Area,  Department  of  Public  Health) 
Boston  IV  Boston  VII  Fernald  State 

School 


Longview  Associates 

287  State  Street 
Springfield,  MA  01105 
413-734-8077 


Health  and  Development  Associates 

139  Billerica  Road 
Chelmsford,  MA  01824 
1-800-248-MEAP 


Employee  Assistance  Program,  Inc. 

88  Washington  Street 
Taunton,  MA  02780 
822-2151 


Moore  &  Frauenhofer 
Psychological  Associates 

1152  Beacon  Street 
Brookline,  MA  02146 
739-0090 


Springfield 

Palmer 

Westfield 

Holyoke 

Belchertown 

Pittsfield 

Lenox 

Chicopee 

Greenfield 

Northampton 

North  Adams 

Warwick 

Amherst 

Great  Barrington 

Ware 

(not  U.Mass) 

Orange 

Lowell 

Tewksbury 

Billerica 

Wilmington 

Shirley 

Ayer 

North  Reading 

Danvers 

Gardner 

Fitchburg 

Lancaster 

Templeton 

Winchendon 

Taunton 

Brockton 

North  Dartmouth 

Fall  River 

Bridgewater 

Lakeville 

New  Bedford 

Norton 

North  Attleboro 

Attleboro 

Wrentham 

Carver 

Middleboro 

Plymouth 

Jamaica  Plain 

Brookline 

Boston  VIII 

Roxbury  Community  College 

Bay  Colony  Health  Services,  Inc. 

200  West  Cummings  Park 
Woburn,  MA  01801 
935-3025 


Leonard  Morse  Occupational 
Health  Services,  Inc. 

67  Union  Street 
Natick,  MA  01760 
655-9760 


Worcester 

Spencer 

Rutland 

Holden 

West  Boylston 

Shrewsbury 

Milbury 

Uxbridge 

Webster 

Dudley 

Southbridge 

Leominster 

Clinton 

Maiden 

Somerville 

Woburn 

Stoneham 

Medford 

Wakefield 

Winchester 

Westborough 

Southborough 

Marlborough 

Sudbury 

Framingham 

Natick 

Hopedale 

Milford 

Franklin 

Norfolk 

Walpole 

Medfield 

Norwood 

Canton 

Salem 

Lynn 

Beverly 

Charlestown 

Revere 

Winthrop 

Peabody 

Everett 

Nahant 

Chelsea 

offices  of  the  Massachusetts  Rehabilitation  Commis- 
sion, the  program  makes  a  dramatic  difference  in  the 
attendance,  attitudes  and  productivity  of  employees. 
MEAP  services  have  been  "very,  very  valuable," 
according  to  one  of  the  Area  Directors  interviewed. 
"There  would  have  been  a  lot  more  hair-pulling  and 
needless  pain  if  it  weren't  for  MEAP." 

The  MRC  managers  described  the  warmth,  car- 
ing, and  approachability  of  MEAP  staff.  They  noted 
that  confidentiality  is  critical  to  the  program's 
success. 

"I  think  it's  important  that  MEAP  is  totally 
separated  from  management  and  from  the  agency," 
stated  one  Area  Director.  "Even  though  our  staff 
understand  counseling  and  recognize  that  it's  not  a 
sign  of  weakness  to  seek  help,  I  don't  think  they 
would  use  the  program  if  it  used  internal  staff  like 
private  sector  EAPs  do." 

At  one  of  the  area  offices,  a  number  of  the  staff 
have  mentioned  using  MEAP  for  help  with  family- 
related  problems  that  have  impacted  on  their  work. 
"They've  told  me  that  they  used  it  to  get  connected 
and  referred  for  help  elsewhere,"  the  Area  Director 
said.  She  said  she  has  seen  a  real  impact  in  increas- 
ed attendance  and  improved  work  performance 
among  employees  whom  she  had  noticed  were  hav- 
ing some  problems.  "What's  most  helpful  is  that  they 
were  able  to  identify  their  problems  early  on,  before 
a  crisis  happened." 

Another  Area  Director  interviewed  is  extremely 
pleased  with  the  training  programs  offered  by  MEAP. 
"They  really  tailor  them  specifically  to  our  people," 
he  said.  Among  the  successful  programs  held  in 
FY'88  were  a  stress  management  seminar  that  was 
followed  by  an  advanced  stress  management  seminar, 
and  a  professional  day  for  clerical  staff  called 
"Celebrate  Yourself  that  was  extremely  well  receiv- 
ed. One  Area  Director  said  she  had  to  limit  participa- 
tion in  some  of  the  MEAP  training  events  because 
"so  many  people  wanted  to  go,  the  phones  wouldn't 
have  been  covered!" 

One  of  the  Area  Directors  interviewed  described 
MEAP  as  "terrific  ...  I  hope  the  program  continues 
to  expand."  He  noted  that  MEAP  has  provided  him 
with  additional  management  tools  for  working  with 
employees  who  are  troubled  by  personal  problems 
that  affect  their  work  performance.  MEAP  services, 
gave  this  manager  "a  different  frame  of  reference  and 
some  useful  guidelines  on  working  with  a  difficult 
individual."  MEAP  also  provided  helpful  informa- 
tion on  the  legalities  of  the  situation,  informing  the 
Area  Director  about  what  he  could  and  couldn't  say 
to  the  employee. 

As  the  experience  of  these  Massachusetts 
Rehabilitation  Commission  offices  indicates,  MEAP 
really  does  have  a  tangible  impact  on  the  employees 
and  agencies  it  serves. 


MEAP  Challenges:  FY'89  and  the  Future 

Now  that  the  Massachusetts  Employee  Assistance 
Program  has  become  a  presence  in  every  state  agen- 
cy office  site  (with  the  exception  of  agencies  using 
internal  employee  assistance  programs),  MEAP 
service  providers  face  the  challenge  of  maintaining 
program  momentum  after  initial  implementation. 
How  can  they  creatively  present  the  program  to 
employees  so  that  it  becomes  an  established  benefit, 
one  that  employees  and  family  members  are  com- 
fortable using?  What  strategies  will  help  them 
become  as  much  of  a  partner  and  positive  force  as 
MEAP  has  become  in  the  local  offices  of  the  Massa- 
chusetts Rehabilitation  Commission? 

Another  challenge  facing  MEAP  is  identifying  the 
role  it  will  play  in  the  era  of  managed  health  care. 
'Managed  Health  Care'  refers  to  "the  control  of 
health  care  utilization,  quality  and  claims  using  a 
variety  of  cost  containment  methods.  The  primary 
goal  is  to  deliver  cost  effective  health  care  without 
sacrificing  quality  or  access."1  Some  of  the  cost- 
containment  strategies  include  pre-admission  screen- 
ing, ongoing  review  and  determinations  of  reasonable 
lengths  of  treatment,  and  chemical  dependency  treat- 
ment that  is  consistent  with  the  level  of  severity. 

How  can  employee  assistance  programs  in  general, 
and  MEAP  specifically,  contribute  to  the  goals  of 
managed  health  care?  By  providing  education  and 
prevention  programs,  MEAP  can  help  employees 
avoid  the  major  problems  that  can  cause  a  need  to 
use  health  care  services.  MEAP  can  also  play  a 
"gatekeeper"  role,  resolving  problems  within  the 
short-term  counseling  process  and  eliminating  the 
need  for  employees  to  use  their  health  benefits.  By 
developing  their  referral  networks  carefully,  MEAP 
providers  can  ensure  that  employees  and  family 
members  are  referred  to  the  most  cost  effective  and 
appropriate  community  service  available  that  will  be 
able  to  assist  them. 

Finally,  MEAP  continues  to  face  the  challenge  of 
providing  decentralized  employee  assistance  services 
in  the  multi-level  system  of  state  government.  Access, 
visibility  and  consistency  are  essential  for  the  high 
quality  of  services  associated  with  the  program  to 
continue. 

MEAP  is  an  important  resource  that  contributes 
to  the  overall  health  and  productivity  of  the 
Massachusetts  state  workforce.  As  one  strategy  to 
meet  the  needs  of  state  employees  and  their  families, 
it  contributes  to  the  Commonwealth's  ability  to 
attract  and  retain  the  qualified  individuals  who  are 
the  spirit  and  essence  of  Massachusetts  state 
government. 


'Lightman,  Robin  and  Bloom  Wagman,  Jacqueline.  "A  Working  Proposal  for  the 
EAP  Role  in  a  Managed  Care  System."  THE  ALMACAN.  Volume  18,  Number 
5:  May,  1988. 


received  a  total  of  5,333  inquiry  calls  that  generated 
1,472  documented  cases.  This  constitutes  a  14.1% 
"penetration  rate",  a  term  used  by  experts  in  the 
employee  assistance  field  to  describe  the  extent  to 
which  the  program  reaches  the  target  population.  In 
four  years,  the  penetration  rate  has  grown  from  2.5% 
to  14.1%,  which  represents  an  increase  in  actual  pro- 
gram usage  from  457  inquiry  calls  in  FY'85  to  5,333 
inquiry  calls  in  FY'88. 

Table  1  indicates  some  of  the  demographic 
characteristics  of  the  state  employees  and  family 
members  who  used  MEAP  services.  Of  the  1,472 
documented  cases  in  FY'88,  61.8  percent  of  the  users 
were  women  and  38.2  percent  were  men.  Minority 
group  members  comprised  11.3  percent  of  the  in- 
dividuals seen.  The  majority  of  those  who  contacted 
the  program  did  so  on  their  own:  76.2  percent  were 
self-referred,  while  12.4  percent  were  referred  by  their 
supervisors.  Other  referral  sources  included  human 
resources  departments,  unions  and  on-site  nurses. 

Finally,  referral  statistics  indicate  that  59.4  percent 
of  the  individuals  who  used  the  Massachusetts 
Employee  Assistance  Program  were  referred  to  other 
community  resources  for  further  assistance. 

As  in  previous  years,  a  fairly  consistent  composite 
profile  of  the  typical  MEAP  user  can  be  drawn.  It 
consists  of  a  woman,  age  21  to  40,  who  referred 
herself  for  services.  She  is  married,  has  one  to  five 
years  of  state  service,  and  holds  a  professional  or 
technical  job.  Most  frequently,  she  requested 
assistance  with  family/marital  problems. 

FY'88  Indirect  Service  Statistics 

MEAP  indirect  services  are  an  integral  component 
of  the  program.  They  encompass  a  broad  range  of 
outreach  activities  designed  to  familiarize  employees 
with  the  program  and  available  services.  Promotional 
materials,  such  as  posters,  brochures,  calendars  and 
newsletters,  are  distributed  to  promote  program 
visibility.  Other  strategies  include  film  programs, 
discussion  groups  and  presentations  on  relevant 
topics  of  interest. 

Employee  and  supervisory  orientation  and  train- 


ing are  critical  to  the  success  of  the  Massachusetts 
Employee  Assistance  Program.  Through  these  ses- 
sions, which  provide  an  overview  of  the  program  and 
information  on  how  to  access  services,  employees  and 
supervisors  learned  more  specifically  how  MEAP 
could  serve  them. 

FY'88  MEAP  ORIENTATION  SESSIONS 
Number  of  Sessions:  267 

Total  Number  of  Participants:  4,838 

FY'88  MEAP  TRAINING  EVENTS 

Number  of  Events:  178 

Total  Number  of  Participants:  2,914 

Supervisory  consultations  constitute  another  form 
of  indirect  services.  MEAP  counselors  are  available 
to  discuss  an  existing  or  potential  work-related  situa- 
tion with  a  supervisor,  and  develop  options  with  that 
individual  for  managing  the  situation.  Similar  con- 
sultations, about  specific  incidents  or  topics  of 
general  interest,  are  provided  by  vendors  to  union 
representatives,  personnel  officers  and  staff,  and 
on-site  medical  personnel. 

FY'88  MEAP  CONSULTATION  SERVICES 

Consultations  with  managers:  279 

Consultations  with  supervisors:  268 

Consultations  with  union  representatives:  115 

Consultations  with  human  resource 

professionals:  461 

Consultations  with  MEAP  liaisons:  2,593 

The  Impact  of  MEAP: 
One  Agency's  Perspective 

Individual  employees  often  describe  the  satisfac- 
tion they  were  able  to  find  by  using  MEAP.  But  how 
does  the  program  affect  the  overall  functioning  of 
a  local  agency  site?  What  tangible  impact  can  be 
detected? 

According  to  the  Area  Directors  of  several  local 


TABLE  1 
FY'88  MEAP  UTILIZATION  DATA 


Age  Group 

Distribution  of 

Job  Classification  of 

Most  Common  Problem 

Persons 

Contacting 

Employees  Contacting 

Areas  of  Persons  Contacting 

MEAP  FY'88 

MEAP  FY'88 

MEAP  FY'88 

31  to  40 

31% 

Professional/technical 

34% 

Family/marital                        29% 

21  to  30 

30% 

Clerical 

26% 

Emotional/psychological        18% 

41  to  50 

20% 

Skilled 

15% 

Alcohol  only                            12% 

51  to  60 

9% 

Managerial/supervisory 

11% 

Legal                                        9% 

0  to  20 

8% 

Unskilled 

7% 

Over  61 

2% 

TABLE  2  -  Continued 


MEAP 

AREA 

PROVIDERS 

SERVED 

R.O.I. 

Edgartown 

Oak  Bluffs 

Buzzards  Bay 

196  Ter  Huen  Drive 

Pocasset 

Barnstable 

Hyannis 

Falmouth,  MA  02540 

Brewster 

Orleans 

Nantucket 

548-7119 

Family  Services  of  Greater 

North  Andover 

Lawrence 

Haverhill 

Lawrence 

Merrimac 

Amesbury 

Newburyport 

430  Canal  Street 

Ipswich 

Gloucester 

Topsfield 

Lawrence,  MA  01840 

Danvers 

683-9505 

Employee  Assistance  Program 

Boston  (Legislature) 

Systems,  Inc. 

500  West  Cummings  Park 

Woburn,  MA  01801 

935-8850 

Family  Services  of  Greater  Boston 

Boston  V 

Boston  VI 

Needham 

34  Vi  Beacon  Street 

Newton 

Wellesley 

Dedham 

Boston,  MA  02108 

Hingham 

Hull 

Weymouth 

523-6400 

Braintree 

Quincy 

Milton 

Employee  Assistance  Services 

Waltham 

Acton 

Concord 

Mt.  Auburn  Hospital 

Arlington 

Belmont 

Cambridge 

330  Mt.  Auburn  Street 

Watertown 

Cambridge,  MA  02238 

499-5053 

For  more  information,  contact: 

THE  MASSACHUSETTS  EMPLOYEE  ASSISTANCE  PROGRAf 

DEPARTMENT  OF  PERSONNEL  ADMINISTRATION 

ONE  ASHBURTON  PLACE,  ROOM  301 

BOSTON,  MA  02108 

(617)727-8097 
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"Even  though  I  have  not  personally  used  ME AP, 
I  think  it  is  an  excellent  program,  and  it  has  helped 
me  know  if  I  ever  do  need  any  assistance,  it  gives 
me  a  place  to  go!  Thanks  again." 

"The  MEAP  vendor  has  been  very  responsive  and 
available  for  both  information  and  assistance. 
Thank  you  for  making  the  service  available." 

"We  have  been  impressed  with  the  high  level  of 
professionalism  and  genuine  commitment  to  help 
that  the  vendor  has  provided.  We  consider  our- 
selves fortunate  indeed  to  have  such  an  excellent 
level  of  services  available  to  our  staff.  Thanks." 

These  statements  typify  comments  that  were  sub- 
mitted by  local  Massachusetts  Employee  Assis- 
tance Program  (MEAP)  liaisons  in  response  to  a 
questionnaire  which  was  developed  by  the  admin- 
istrative offices  of  MEAP  to  survey  the  satisfac- 
tion of  local  agencies  with  the  program  and  its 
specific  vendors. 

A  total  of  570  questionnaires,  mailed  in  the  Fall  of 
1988,  elicited  195  responses — a  response  rate  of 
34%.  In  summary:  93%ofrespondentshadbeen 
contacted  by  the  MEAP  vendor  in  the  local  area; 
81%  reported  that  orientation  sessions  had  been 
provided  at  their  sites  within  the  past  year;  and 
93%  responded  that  the  area  MEAP  vendor  had 
been  flexible  in  meeting  agency  needs. 

The  comments  and  positive  responses  of  the  MEAP 
liaisons  indicate  that  MEAP  is  meeting  its  goal  of 
supporting  Massachusetts  state  employees  by  being 
responsive  to  their  needs. 

PROGRAM  STRUCTURE 

MEAP  is  centrally  administered  by  the  Depart- 
ment of  Personnel  Administration.   Private  con- 


tracted  vendor  organizations  provide  MEAP  serv- 
ices to  state  employees  and  their  families. 

The  vendor  organizations  serve  designated  geo- 
graphic areas  across  the  state.  Free  and  confiden- 
tial assessment  and  referral  services  are  available 
for  problems  such  as  legal  and  financial  difficul- 
ties, family/marital  problems,  substance  abuse, 
emotional  distress  and  any  other  job-related  or 
personal  problems. 

Contracted  vendors  provide  two  types  of  services: 
direct  services,  including  inquiry/  assessment, 
short-term  counseling,  referral,  case  management 
and  follow-up  on  referrals;  and  indirect  services 
which  inform  employees,  supervisors,  human 
resources  staff,  union  representatives  and  man- 
agement personnel  about  the  program  and  how  it 
can  be  utilized.  Orientation,  educational  and  train- 
ing seminars,  outreach  activities  and  management 
consultations  are  among  the  indirect  services 
provided. 

HISTORY 

In  FY' 88,  the  goal  of  statewide  MEAP  coverage 
was  achieved.  Coverage  was  expanded  by  27,938 
employees  and  their  families,  bringing  the  total 
number  of  covered  individuals  to  64,719.  This 
expansion  meant  that  every  state  employee  had 
access  to  an  employee  assistance  program.  Dur- 
ing FY'89,  this  level  of  coverage  was  maintained 
despite  a  decrease  in  the  total  MEAP  budget  from 
$919,363  in  FY'88  to  $800,000  in  FY'89.  This 
decrease  led  to  a  reduction  in  the  per  capita  fee 
from  $14.00  per  employee  to  $12.35.  The  average 
per  capita  cost  in  the  EAP  industry  was  $21.50. 
The  FY'89  reduction  made  MEAP  less  competi- 
tive in  the  marketplace  and  necessitated  a  reduc- 
tion in  the  level  of  indirect  services  that  were  pro- 
vided by  vendors. 


FY'89  DIRECT  SERVICE  STATISTICS 

In  recognition  of  the  need  for  careful  and  consis- 
tent program  evaluation,  MEAP  vendors  are  re- 
quired to  submit  monthly  program  service  data. 
No  client  names  or  identifying  information  are 
reported;  strict  confidentiality  is  maintained. 

Program  data  provide  a  method  for  reviewing 
aggregated  MEAP  service  delivery  and  constitute 
an  important  source  of  accountability  for  funds 
which  support  the  program. 

During  FY'89,  twelve  MEAP  vendor  organiza- 
tions received  a  total  of  8,916  inquiry  calls  that 
generated  documented  cases.  This  constitutes  a 
14%  penetration  rate,  or  the  extent  to  which  the 
program  reached  the  target  population.  In  five 
years,  the  penetration  rate  has  grown  from  2.5%  to 
14%,  which  represents  an  increase  in  actual  pro- 
gram usage  from  457  inquiry  calls  in  FY'85  to 
8,916  inquiry  calls  in  FY'89. 

The  table  below  indicates  some  of  the  demo- 
graphic characteristics  of  the  state  employees  and 
their  family  members  who  used  MEAP.  Of  the 
2,103  documented  cases  in  FY'89,  61%  of  the 
users  were  women.  Minority  group  -members 
comprised  15%  of  the  individuals  seen.  Referral 
statistics  indicate  that  58%  of  the  individuals  who 
used  MEAP  were  referred  to  other  community 
resources  for  further  assistance. 


A  fairly  consistent  composite  profile  of  the  typical 
MEAP  user  can  be  drawn.  The  individual  is  a 
woman,  age  21  to  40,  who  referred  herself  for 
services.  She  is  married,  has  1  to  5  years  of  state 
service,  and  holds  a  professional  or  technical  job. 
Most  frequently,  she  requested  assistance  with 
family/marital  problems.  ~" 


FY'89  INDIRECT  SERVICE  STATISTICS 

Indirect  services  encompass  a  broad  range  of 
outreach  activities  designed  to  familiarize  em- 
ployees with  the  program  and  the  availability  of 
services.  Employee  and  supervisory  orientation 
and  training  are  critical  to  the  success  of  MEAP. 
Through  these  sessions,  employees  and  supervi- 
sors learn  specifically  how  MEAP  can  serve  them. 


FY'89  ORIENTATION  SESSIONS 

Number  of  sessions:  397 

Total  number  of  participants:  6,458 

FY'89  TRAINING  EVENTS 

Number  of  events:  189 

Total  number  of  participants:  4,639 

Supervisory  consultations  constitute  another  form 
of  indirect  services.  MEAP  counselors  are  avail- 
able to  discuss  an  existing  or  potential  work- 
related  situation  with  a  supervisor  and  assist  in 
developing  options  for  managing  that  situation. 

FY'89  CONSULTATION  CONTACTS 

Consultation  with  Managers:  379 
Consultation  with  Supervisors:  344 
Consultation  with  Liaisons:  3,826 
Consultation  with  others:  1,338 
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Due  to  the  serious  financial  situation  facedby  the 


.agemU$Mllm£&t:eveF$'*ffortU>  try  tofUlfoe 

yyyyyyyyyyyyyyyyyyyyyyyyyyyyy.y-  .yyyryy.-yyy 


■ 


ttjjt  by  the  loss  of  this  valuable  progmm. 


, 

FY'89  MEAP  UTILIZATION  DATA 

Age  Group 

Job  Classification 

Most  Common  Problems 

21  to  30 
31  to  40 
41  to  50 
0to20 
51  to  60 

34% 

33% 

17% 

8% 

6% 

Professional/Technical     34% 
Clerical                          25% 
Skilled                            18% 
Manager/Supervision        12% 
Unskilled                         7% 

Family/Marital                  28% 
Emotional/Psychiatric       20% 
Other  job-related/ 
Personal  problems             17% 
Legal                               9% 
Alcohol                            8% 

Over  61 

2% 

" 

Financial                           8% 

5 9 7 tf    ,)48 

Alcohol/Drugs                   6% 
Drugs                                4% 

For  more  information,  contact:  THE  DEPARTMENT  OF  PERSONNEL  ADMINISTRATION,    (617)  727-8097. 


